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ABSTRACT 

A training course for employees who must meet the 
pur. lie is presented. It includes the following sessions: (1) You Meet 
the Public Face-to-Face, (2) You meet the Public by Telephone, and 
<3) You Meet the Public by Letter. (CK) 
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GENERAL INFORMATION AND SUGGESTIONS FOR THE COURSE LEADER 



1. Scope 

Tait five session training course may be used in the following ways: 

a. As initial training for employees who have been assigned duties which involve 
meeting the public. 

b. As refresher training for employees who have been meeting the public for some 
time. 

c. As refresher training for supervisors who arc responsible for the activities of 
employees who meet the public. 

The course may be given in entirety or in part, depending on the needs of the trainees. 
However, Session I, '*You Meet the Public Face-to-Face'\ should be of value to any em- 
ployee, since, as the session brings out, all VA employees meet the public to some degree 
either on the job or off the job in the community. 

2. Course Leaders 

The device of using z number of course leaders adds variety to traixiing sessions. 
This guide lends itself particularly well to this device. For instance, one leader can con- 
duct Session I, another can lead Session II, and a third can conduct Sessions III, IV, and V. 
More than one leader can also be used for the three sessions on meeting the public by 
letter. If this is done, it is suggested that the leader observe those of the three sessions 
preceding the one that he leads. 

3. Adaptation 

The course leader should adapt the prepared text, verbally and otherwise, to his own 
style. He may substitute his own wording so long as he covers the important points and 
maintains the general management point of view contained in the sessions. He may draw 
on his own knowledge and experience to illustrate. the principles under discussion in terms 
of situations familiar to the trainees. The course leader may also modify the preparcti 
text to make it more appropriate for the particular group and to the particular circum,- 
stances in which it is given. This is particularly true when the course is used for re- 
fresher training. For example, a number of the points in the guide are given by the leader. 
With an experienced group the leader can use questions so as to have the group supply these 
points. In all cases he should devote special attention to drawing out the trainees so that 
they participate actively in the discussion. 

4. Length and Frequency of Sessions 

A suggested schedule is one session a week over a period of five weeks, but, of 
course, the scheduling can be altered as local conditions require. The length of each 
session will vary between 1^ to 2 hours, depending on the extent to which the course leader 
amplifies or illustrates the material, and upon the amount of trainee participation. 

5. Format 

The outline to be used by the leader is shown in double-column form. On the left 
side of each page is a **topical outline'* containing key words and phrases. The leader 
may insert additional notes or symbols for his own use in the presentation. He may also 
indicate the time that he wishes to devote to the various sections of the session. On the 
right side of the page is the **discu88ion material*'. The important features of the organi- 
zation of this material are as follows: 

a. Major subdivisions' of each session are identified and separated by horizontal 
lines. 

b. Notes to the leader : These are printed in italics so that they will not be con- 
fused with material to be presented to or drawn from the group. 
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c. Blackboard items : Important items to be drawn outby the discussion and wr* .cen 
on the blackboard are enclosed in a box. The blackboard work in this guide lends 
itself well to being prepared in advance. If desired, this can be done by use of a 
chart pad, flip charts, flannel board, or other suitable device. 

d. Quentions: Key questions are used throughout the sessions to stimulate discus- 
sion. They are indicated by a capital '•Q'* and printed in heavy type. In addition, 
at many points the notes to the leader instruct him to bring out material by dis** 
cussion, but leave it up to him to develop these questions. 

e. Summary sheet; The sessions are preceded by a summary sheet which includes 
the purposes of the session, the content or major topics, the appendices, and any 
necessary notes* The appendices which are given to the trainees are further 
identified as numbered handouts, as for example, HO #1. 

6. Additional Practice 

If desired, practice may be added to any of the sessions. The stimmary sheet for 
Session II gives some suggestio;iB for practice in meeting the public by telephone. Ap- 
pendix V»B gives suggestions for practice ii\ analyzing and improving letters. 

7. Requi sitioning 

The various p&rts of the course may be requisitioned in the normal manner. Infor*^ 
mation which may be of help in preparing requisitions is as follows: 

a. TG 5-13, "You Meet the Public'*: This is an instructor's guide and can be used 
indefinitely. The number of copies requisitioned should be based on the number 
of instructors to be assigned at any one time. 

b. Handouts:, Appendices I-A, II-A, II-B, and II-C are Handouts #1,2, 3, and 4 
respectively. They have been prepared for distribution by sets. Order one set 
for each trainee identifying them as "Handouts to TG 5-13**. 

c. Supplement to TG 5-13, "Workbook for You Meet the Public by Letter**: This 
workbook is used by the trainees who are given Sessions III, IV, and V, and is 
kept by them when the sessions are completed. Order one for each trainee. 

d. Pamphlet 5-5, "Meeting the Public**: This is used as a handout for Session I, 
You Meet the Public Face-to-Face. Order one for each trainee. 
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SESSION I 

YOU MEET THE PUBLIC FACE-TO-PACE 
SUMMARY SHEET 



PURPOSES 

1. To discuss the meaning of a ''service agency** and the types of contacts 
through which service is given. 

2. To discuss the importance of meeting the public properly. 

3. To examine the need for training in meeting the public. 

4. To discuss the basic rules in properly meeting the public face-to-face. 

5. To stimulate interest in improving techniques in meeting the public face -to** 
face. 

CONTENT OF SESSION 



Topics for discussion 


Pages 




2 




4 




5 




6 



APPENDICES 



Title 


Pages 


I-A (H.O. #1) 




9 


I-B 




13 






15 



Appendix II-A (H.O. #2)^ is also distributed at the end of this session. 



NOTES 

Two additional demonstrations are provided should it be desired to supplement 
the basic demonstration with more specific techniques. Appendix I-B, * 'Demon- 
stration No. 2*', is designed to illustrate good receptionist techniques; Appendix 
I-C, "Demonstration No. 3**, is designed to Illustrate good practice on the part 
of guards. If these demonstrations are used, it is suggested that copies of the 
dialogue be furnished to the trainees for discussion purposes, as was done with 
the basic demonstration. 

Of course, demonstrations may also be developed locally for specific positions, 
for the inclusion of local "ground rules** and regulations, or for the heightening 
of interest through use of local color* 



SESSION I 

YOU MEET THE PUBLIC FACE-TO-FACE 



INTRODUCTION 



Topical outline 



Explain plan of pro- 
cedure 



The VA is a service 
agency- 



Discussion Material 



This series of meetings will be of the informal, discussion type. 
Please feel free to ask questions whenever you wish. I, in turn, 
will have a number of questions to ask you. As we go along I 
will have handouts for you that summarize the points that we 
discuss. There is no need for you to take notes, but, of course, 
you may do so if you wish. 

Let us start off this session by considering first the statement 
**The VA is a service agency. You probably have heard or 
read this statement many times. 

The Administrator defined it very concisely in a letter to all 
employees dated November 3, 1953, when he said 



Meaning of service 
agency 



OUR BUSINESS IS PEOPLE 



A service agency does its work through meetings of one person 
with another* You are one of these two persons. You represent 
the organization, the VA, and you are endeavoring to render 
service. The other person is the veteran. He is seeking the 
type of aid furnished by the VA. 



Types of employees 
normally thought of 
as meeting the 
public face-to-face 



Other types 



Contacts where 
language is not used 



The number of these meetings and the number of employees in- 
volved in these meetings are tremendous. Take, for example, 
our topic for today — face-to-face contacts. You think normally 
of such contacts being made by guards, elevator operators, 
r ec eptioni st s , contact r epr e sentative s , and similar type s of 
employees. 

Q. Can yoa think of other types of employees in this (hospital, re- 
gional office^ etc.), who meet the public face-to-face^ either as 
an incidental part of their duties or even as an accidental part 
of their duties? 

Draw from the ^roup exawples, such as those below, which are 
nppropr iate to the station. 

- Those having contact with patients or relatives and friends of 
patients such as physicians, nurses, hospital aides, therapists, 
technicians, social workers, dietitians, etc* 

- Those having contact through visits of the public such as Edu- 
cational Benefits Specialists, Counseling Psychologist;s, Loan 
Guaranty Officers, Training Officers, etc. 

- Any employee who stops in the corridors to give directions to 
visitors* 

- Any employee who assists persons who wander into offices by 
mistake* 

We can broaden this even further if we consider that language 
is only one part of courtesy. 



2 



Can you suggest some examples of poor contacts with people 
where you do not talk to them? 



Every employee who 
speaks to or is seen 
by the visitor is 
meeting him 



Contacts after work- 
ing hours 



Promoting under- 
standing of the 
mission of the in- 
stallation 



Drav from the f^roup ex;>mp/es. such as those he low, whtch /ire 
appronr i/ite to the station. 

" The employee who hurries past a visitor who obviously is about 
to ask for directions* 

- The typist who mumbles to herself in a disgruntled manner 
within hearing of somebody waiting to see her boss* 

We can say, then, that face-to-face meetings are not limited to 
those employees whose duties specifically inclade meeting the 
public* On the contrary they occur when an employee speaks to, 
or is see by, the visitor who enters the doors of our (hospital, 
regional office, etc*)* 

We can broaden this still further if we consider contacts after 
working hours* The agency policy says that employees when off 
dxxly should consistently conduct themselves in a manner th-'t 
will not embarrass or discredit the VA or injure its reputation* 

Looking at this in a somewhat different way each of you can as- 
sist in promoting an understanding in the community of the 
mission of this (hospital, regional office, etc*)« For example. 

Give one or two nvpropr inte ex/itnpies of the following types: 



- An employee of a VA hospital which is primarily for the care 
of neuro-psychiatric patients is talking with a neighbor who 
has old fashioned ideas about the care and treatment of such 
patients* He proudly tells the neighbor about his job and in so 
doing gives the neighbor an idea^of the modern methods used 
in VA hospitals* 

- An employee of a Loan Guaranty Division is talking to a neigh- 
bor who has heard differing stories about the length of time 
taken to process GI Loans* He tells the neighbor about the 
various safeguards that have been set up to protect the veteran 
and the average time takenfor the different stages* The neigh- 
bor is convinced that the applications are handled speedily, 
efficiently, and with concern for the veterans* interests* 

With the addition of this last type of contact we ran justifiably 
say that every employee of this station meets the public* 



Ways of meeting 

the public 

face-to-face 

by telephone 

by letter 



Q* What are the different ways In which you can meet the public ? 

Draw answers from the ^roup and lint them on the blackboard , 
so that it looks like this-- 



Ways of meeting the public 

face-to-face 

by telephone 

by letter 
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IMPORTANCE OF MEETING THE PUBLIC PROPERLY 



Topical outline 



Discussion Material 



Even when you meet 
the public infre- 
quent Iy» you are 
concerned because-- 



2. 



You are a VA 
employee 



You can give 
better service 
through use of 
courtesy and 
understanding 
treatment 



A favorable opin- 
ion toward the 
VA makes for 
better service ^ 



We have indicated that the number of meetings vvith the public 
differs with the employee. 



Q. Why should you still be concerned even when you meet the pub- 
lic infrequently? 

Draw from the ^roup or supply the items ind icnted beJow for 
pfficement on the blnckboard, Befow e/^ch item is suHfiested 
mptoriaf for discussion. 



!• You are a VA employee. 



The VA is the agency through which a grateful American public 
gives certain specific rights and benefits to those men and 
women who have served in the armed forces of the Uniter' 
States. It is incumbent upon VA personnel, therefore, to give 
veterans and the public the best and most efficient service pos- 
sible. 



2. You can give better service through use of courtesy 
and understanding treatment. . 



A job which is done in a courteous and understanding manner i£ 
a job which is done better and, further, is a job which is less 
likely to require redoing* 

For example, information given over the phone in a curt, abrupt 
manner is likely to result in justifiably indignant calls to su- 
periors or outside sources. A letter which is patronizing in 
tone or unclear in content stimulates additional correspondence. 
A veteran once complained that a VA letter referred to **the 
above-captioned insurance." He wanted to know who had cap- 
tioned his insurance without his permission and how could he 
get it uncaptioned. A lack of understanding of the receiver of 
the letter had caused another letter and the job had to be done 
twice. 



3. A favorable public opinion toward the VA makes for 
better service. 



The job of VA is to provide service. However, if we give cour- 
teous and efficient service we can be almost certain that we will 
have good public opinion. Courtesy will usually be returned by 
courtesy. This in turn means more effective service. 

For example, if a veteran has a good opinion of VA he is more 
likely to understand the necessity of completing a particular 
form used to determine whether his claim meets legal require- 
ments. This attitude makes it easier for you to give good serv- 
ice. If he has a poor opinion of VA he is more likely to look upon 
the form ae '^unnecessary red tape." This attitude makes it 
more difficult for you to give good service. 



4. You are the VA 




4. You are the VA. 






People tend to base their impressions on their own experience, 
however limited it may be* If a person has had one contact ^ith 
the VA and that ontact has been poor, then he is very likely to 
consider the whole agency as being poor* Haven*t you over said 
something like •'Oh, that outfit* It's terrible* 1 went there once 
and the service was awful**' 




The tendency of people to judge the whole by the parts they Know 
is illustrated by the story of the blind men and the elephant. One 
blind man felt that the elcphant^s side and said he was a wall* 
Another touched a leg and said he was a tree* The third blind 
man stroked the elophant^s trunk and said he was a snake* The 
fourth blind man grasped the tail and said he was a rope* 






The public opinion of the VA is the sum of the attitude :s of all of 
the public towards all of the agency* In a real sense ihen--you 
are the VA* 


5* You are in the 
spotlight 




5* You are in the spotlight* 


This may occur in a number of ways* Firstly, the public sets 
very high standards for public officials and civil service em- 
ployees* In many ways these standards are higher than those 
the public rets for itself* Regardless of whether this is or is 
not fair» you must live up to these higher standards* 

The person who goes to a government agency for ' particular 
benefit may have convinced himself in advance thai nc is fully 
entitled to the benefit* This means that he is overly critical 
when he is told that he cannot receive the benefit or even when 
advised that he must first go through what he considers as 
tiresome formalities* In this case you have to explain the facts 
in a manner designed to take the sting out of disappointment* 
This is a difficult thing to do* 

Lastly, the person who comes to the VA with a problem m^^be 
emotionally disturbed* Extra care is needed to prevent a ^R^c, 
an indignant phone call, or a complaining letter* 

For these reasons you are in the spotlight and you must be con« 
cerned with the problems of meeting the public. 


TRAINING IN MEETING THE PUBLIC 


Topical outline 


Discussion Material 


Why give training 
in meeting the 
public ? 


You will probably grant that meeting the public in the proper 
manner is important* However, you might wonder whether such 
traits as tact, diplomacy, and courtesy are things that a person 
either has or doesn't have* 

Q* Why, then, give training in meeting the public? 






Dr/iw from tho firoun nr supply the folfowin^ roints: 
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-Desirable traiti 
can be itrengthened 
and developed 



-CerUin ■kilU and 
knowledge! mutt 
be le&rned 



How doei *uch 
training help the 
experienced 
employee? 



-It guard! againit 

let downs 



>lt emphaiizei the 
importance of even 
a small number of 
contact! with the 
public 

-It aiiiita luper- 
viiori in giving 
neceiiary training 
and in ■ ratting an 
example 



- The persons who are most effective in meeting tbe public are 
those to whom such traits as tactv courtesyt and diplomacy 
come naturally* H^'wevert such traitt can be strengthened and 
developed by training. 

« ?n addition there are certain skills and knowledges pertaining 
to these traits with which people are not born and which they 
can*t be ordered to have* They must learn and acquire them 
by training* 

Again you might sayt ''This is very good for the new employee* 
but how about the employees who have been with VA for some 
time? Haven*t they shown that they measure upon this score?** 
Yes» they have* As a matter of fact we can be proud of our rec* 
ord when you consider the tremendous number of contacts the 
VA makes with the public and the way in which they have been 
handled. 

Q* ETen here, however, training can be tidpful* Can you sugg est 
mhf this 10 so? 

- There may be a tendency on the part of employees whose main 
duties concern meeting the public and who have performed the 
same duties for a long time to let down or to consider each 
person as just another case* Training helps to check this 
tendency and to avoid falling into bad habits* 

- Employees whose main duties do not involve meeting the pub* 
lie may not have realized* because of this* the importance of 
the contacts that they io have. They* indeed* may benefit more 
from training than the employee whose duties have required 
him to be concerned with meeting the public. 

- Training can also help supervisors in knowing what to look for 
and in giving their subordinates such on-the<^ ob trai^)ing as 
may be necessary* Also* the best way to keep employees in* 
terested in meeting the public properly is for supervisors to 
set an example and to allow their **spirit** to be caught by 
those around them. 



BASIC RULES IN MEETING THE PUBUC FACE-TO-FACE 



Topical outline 



Discussion Material 



We have been speaking generally about meeting the public. Let*s 
focus OUT attention now on one of the ways we mentioned** 
meeting the public face-to*face. 



YOU MEET THE PUBLIC ''JE*TO*FACE 



Regardless of extent 
of contacts* basic 
principles apply 



Demon stratior No. 1 



We have indicated that the extent of this type of contact varies a 
great deal. In any case* however* there are certain basic rules 
which apply to the face*to*face type of conUct. We will illus* 
trate these by a demonstration. 

Present demonstration. See Appendix l-A. 



Discussion of Demon* 
stration No. 1 



I have copies of the demonstration for you. Let's go over it and 
see what the information clerk did wrong and what would have 
been the correct way. 



HANDOUT 



Courtesy can*t be 
turned on and off 



Recognize a visitor 
promptly 



Give attention to 
the individual's 
problem 

Consider the im- 
portance of the 
problem 

Be a good listener 

Be patient and 
maintain self con- 
trol 



Put yourself in the 
other fellow *s 
place 

Know your job 



Don*t play 
favorites 

Consider each 
person as an 

individual 

Avoid slang and 
Jargon 

Be specific ^ 



> 9wer only ques- 
s you are au- 

yized to 
tswer 



P/iss out copies of AppenHix 1-4, **/)cmonsf r.if lon So. /" .vn'/ 
fotdf^rn in which trf^inees can ''ccp the hniyiovt^. Go over the 
rhtttonntntt ion item by item f^nfi hrinil the pointii ffefnvi /»y 
disctns ion. The ntmhers refer to the pertinent p«ir,ii?r,in?is in 
the HcmonntrM ion ,ifW the test ficscrihes the points %hich 
should be hrouf^ht out by Hiscvssion of the inHic^teH rv?r^- 
t^r^phs in the demons tr fit ion, 

Z; Courtesy can't be turned on and off. To be courteous to the 
public we must be courteous toward each other. 

Language is only one part of courtesy* Looks« gestures, atti- 
tudes and habits of dress are all meaningful. For example^ 
clothes should be neat and hair should be combed. 

6| 7: Recognize a visitor promptly. If you can't avoid a delay, ex- 
plain it. 

Take a friendly attitude* Information given in a friendly, 
cordial way is much more effective than that given in an 
abrupt, impersonal manner. 

9: Give attention to the individual's problem. 



10,11: Consider the importance of the problem to tht individual and 
the state that he may be in* Show a sympathetic attitude. 

13: Be a good listener. Let the visitor talk. 

14,15, In the demonstration the visitor was provoked to irritation. 

16,17: There may even be instances, however, when you have to take 
unjustifiable abuse from a visitor* In any case, be patient and 
maintain self control* The situation only gets worse when you 
display your aggravation* 

18,19: Don*t be like the clerk in the demonstration* Put yourself in 
the place of the visitor* Provide him with the same interest, 
attention, and common courtesy that you would like to receive* 

20,21, Know the requirements of your job* Know the regulations, 
22,23: procedures, and laws pertaining to your work. 

24,25: Don*t play favorites If it is necessary to go out of turn, ex- 
plain the situation* 

28: Consider each person as an individual and not at just **another 
case*** The visitor is not a 675; he identified himself as 
Richard Roe. 

30,31, Avoid slang and the use of words that may be familiar to you 
32: but which may be pure jargon to >^ur listener* 

33,34: Be specific* Give detailed, not vague, instructions onthe ne:tt 
step* Be familiar with the functions of offices that tie in with 
your activity. Even those of you who have little contact with 
the public should know how tc direct the lost visitor to a spe- 
cific office or to the appropriate contact office, or information 
clerk* 

35^36: Answer only those questions you are authorized to answer* 
Resist the natural tendency to assume some of the duties of 
other employees* 



Avoid the 
**charity touch" 
or patronizing 
air'* 

Consider the 

public as 

* 'customers or 

**clients" 

Remember that 
you represent 
your agency 



37,38: Avoid the **charity touch'* or the ^^patronizing air*'. Stay 
away from any implications that the visitor is applying for 
gratuities or that you expect gratitude in return for services. 



39»40: Consider the public as "customers" or **clients". It is true 
that there is no firm in competition with the VA, but the pub- 
lic is entitled to the same interest and consideration that you 
' would supply if such competition did exist. 

43,44: Remember that you represent your agency. Richard Roe, the 
visitor, said, **Some outfit this is." To him the clerk is the 
agency and Mr. Roe has a very poor opinion of it. The clerk's 
poor attitude toward his job, his agency, and its clients has 
resulted in a dissatisfied ^^customer'*. 



The rules must 
be applied with 
discretion 



Try for the 
human touch 



The rule of 

putting yourself 
in the other 

.llow*s place 
provides a key 

— it helps the new 
employee to learn 
— it helps experi- 
enced employees to 
guard against let- 
down 



HANDOUTS 



Close session 



Of course, courtesy includes discretion. For example, take the 
rule on being a good listener. There will be occasions when a 
visitor looks upon the chair beside your desk as a psychiatrist*s 
couch. Being a good, courteous listener does not mean letting 
him spend the day with you, and he may be prepared to do just 
'.hat. You will have to figure out how to get rid of him tactfully, 
ic . c you can fulfill your obligations to other visitors. 



We might establish a guideline in one sentence — strive for the 
human touch. One of the rules in particular provides a clue 
toward achieving this touch. 



Try to achieve the human touch by putting yourself in the 
other fellow*s place. 



Putting yourself in the other fellow*s place provides a key to 
achieving the human touch and to all the other rules of courtesy. 
If you try to provide him with the same interest, attention, and 
common courtesy that you would like to receive, then you're 
well on your way to achieving the human touch. 

For the new employee the necessary skills and knowledges will 
be easier to learn. For the experienced employee this rule will 
guard against the let- down to which day-to-day activities expose 
all. 



Here is a pamphlet that summarizes a number of the points that 
were mentioned in our discussion. I am also going to hand out a 
quiz called, **What Is My Telephone I.Q.?" I would like you to 
givi^^ yourselves this quiz before our next session. It covers 
most of the points that we will discuss at that time. 

Distribute VA PamPhiet 5-5, ''Sfeetin^ the Public" and ffandout 
No. 2, *'What Is Jfy Telephone I.Q.?'' (Appendix II-A.) 
Close session. 
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APPENDIX I-A 
(TG 5-13) 



H. O. #1 



DEMONSTRATION NO. 1 

INSTRUCTIONS 

The instructor acts as commentator for the demonstration. There are also required 
three participants»«the information clerk, a man; the first visitor, a man; and the second 
visitor, a girl. If possible, the three participants should not be members of the training 
group. It is desirable that the participants have some acting ability and that they memo- 
rize the dialogue. This is particularly true for the information clerk and the first visitor. 
If circumstances do not permit memorization, each participant should have a copy of this 
handout. 



DIALOGUE 
1. Instructor: 



2. Information Clerk: 

3. Instructor: 

4. First Visitor: 

5. Information Clerk: 

6. First Visitor: 

7. Information Clerk: 

8. First Visitor: 

9. Information Clerk: 
10. First Visitor: 



This demonstration uses the '*wrong-way Murphy" technique. 
Murphy is a fictitious character who was used in training films to 
demonstrate the wrong way of doing things. Let*s observe the 
information clerk in this demonstration and figure out what he is 
doing wrong so we can discuss later what the correct way is. 

This clerk doesn*t work for the VA. As a matter of fact I hope 
he doesn't work for anybody. Any resemblance to actual persons, 
living or dead, is too horrible to think about. 

For this reason the demonstration describes an imaginary situa* 
tion in the Office of Space Travel Research. Now that I've pre- 
pared you, let's proceed. (Goes to door and calls) Mr. Clerk, 
won't you come in please. 

(Enters room. He isn't badly dressed, but is quite untidy. His 
hair is rumpled, his tie is askew, and he is generally disheveled. 
He smiles at the instructor and then glowers at the group.) Not a 
very intelligent looking bunch, is it? (Goes over and sits at table. 
Starts shuffling through pile of papers.) 

Next we have a visitor. He has a problem and to hxm it is a vex- 
ing one. He has been having trouble finding the person who can 
help, so he is somewhat disturbed. (Opers door or gives some 
other prearranged signal and then sits down with the group.) 

(Enters with worried look. He calls to the Information Clerk.) Is 
this the place where I can get information? 

( Without looking up.) Yeh. 

(Crosses over and stands beside the table of the information clerk 
who continues to shuffle papers. After a while First Visitor sits 
down and coughs to attract attention.) 

(Looks up irritably.) Keep your shirt on. I'm getting to you. 
(Shuffles papers a few seconds more.) OK. Whadda you want? 

My name is Richard Roe. This is about something that I've given 
a lot of thought. Finally, I decided to do something about it. 

(While First Visitor speaks. Clerk resumes shuffling papers.) 
Whadja say? 

I said I finally decided to do something about it. It's a very diffi- 
cult thing. 
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H. O. #1 APPENDIX I-A (ConUnued) 

(TG 5-13) 

11. Information Clerk: They always are. 

12. First Visitor: Well, I figured that Tm single and I have no dependents, so Why 

not? 

13. Information Clerk: So why not what? Get to the point, will you* 

14. First Visitor: You're a civil servant aren*t you? 

15. Information Clerk: Yes. 

16. First Visitor: Well, how about some civil service? 

17. Information Clerk: L»ook at him: He*s a comedian too. 

18. First Visitor; You*d feel differently if our positions were reversed. 
19* Information Clerk; Well, they're not. So don't worry about that. 

20. First Visitor: Well, I can't get any courtesy, so I might as well tell you what I 

want and get it over with. I want to apply to be a crew member 
for the first space ship. 

21. Information Clerk: Space ship? They're not accepting applications yet. It will be 

announced in the papers. 

22. First Visitor: It was in yesterday's papers. Don't you know about it? 

23. Information Clerk; (Pauses a second and pulls out a paper) Oh, yeah. Here it is. 

They're accepting applications beginning today. 

24. Second Visitor; (The second visitor, a young girl, enters and walks up to table.) 

Hello, Jimmy darling, you said I could get those papers without 
waiting. 

25. Information Clerk: Sure thing, honey. (Hands her some papers) Fill these out and 

bring them back to me. 

26. Second Visitor: Thanks, Jimmy darling. (Leaves) 

27. First Visitor: (Sarcastically) How about me, Jimmy darling ? 

28. Information Clerk: (Turns his gaze away from departing girl.) Oh, yeah. You're a 

675. 

29. First Visitor: A which ? 

30. Information Clerk: You fill out these papers. It says here you take an exam to see if 

your reartions are OK by testing for spatial perception, psy- 
chomotor coordination, visual acuity, and mechanical aptitude. 

31. First Visitor: What does that mean in English? 

32. Information Clerk: Search me I didn't write it. 

33. First Visitor: Where do I take these when I get them filled out? 

34. Information Clerk. On the next floor. They do something with them up there. They'll 

tell you where to take them. 

35. First Visitor: Are tbey pretty strict? What are the chances? 
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APPENDIX I-A (ConUnued) 
(TG 5-13) 



H. 0. #1 



36. Information Clerk; 



37. First Visitor: 



They're supposed to tell you that upstairs, but every screwball in 
town is applying, and I don*t think you*ve got a chance. 

Would it help if you looked over my papers when I get them filled 
out? 



38. Information Clerk: 

39. First Visitor: 

40. Information Clerk: 

41. First Visito^: 

42. Information Clerk: 

43. Instructor: 

44. Information Clerk: 



I've got other things to do. I've gi/en you too much time already. 

Yeah! Well it*s a good thing you*re not in business. You wouldn't 
get my trade. 

It*8 tough Mac, but it just so happens that there's no other place 
for you to take your business. 

Let me tell you — I pay your salary. Buddy. Some outfit this is. 
You haven*t heard the last of this yet. (Stamps angrily out of the 
room.) 

(Walks over to door.) 

(Standb up and says) Thank you, Mr. Clerk, for showing us how 
you represent your agency. 

Represent? I just work here. I'm going to lunch now. (As he 
exits says) How about the nerve of that 675? Some people just 
don*t have any courtesy. 



11 



APPENDIX I-B 
(TG 5-13) 



DEMONSTRATION NO. 2 

INTRODUCTION 

Purpose of demonstration: To illustrate good receptionist practices. 
Scene: VA Office. 

Personnel: Information Clerk (or any secretary). 

Visitor 

Contact Representative (or any supervisor). 

(Instructor should ask the group to compare the demonstration with the good practices 
that have been discussed. Select for the demonstration trainees who have participated 
actively during the discussion.) 



DIALOGUE (Each participant should have his own copy of the dialogue.) 
Visitor: (Enters room and approaches receptionist.) 

Information Clerk: (Smiles) Good morning. May I help you? 

Visitor; Maybe. (Hesitates) I'm trying to find out if I can get my GI in- 

surance back. 

Information Clerk: One of our contact representatives will be glad to talk to you 
about that. They're all busy right at the moment, but someone'll 
be free in 2 or 3 minutes. 

May I have your name, please? 
Visitor: Willoughby. John Willoughby. 

Information Clerk: (Smiling) Thank you. How do you spell your last name? 
Visitor: W-I-L-L-O-U-G-H^B-Y. 

Information Clerk: (Writes down name on slip of paper. Just as she finishes the 
phone rings. Instructor can ask the group to imagine that the 
phone rings at this point, or a small bell can be used.) Excuse 
me, Mr. Willoughby. 

Visitor: Sure. 

Information Clerk: (Picking up imaginary receiver) Reception desk. Miss . 

(Pause as though listening) Mr. Jones is out right now. Is there 
any message? Yes, Mr. Burns, I'll tell himas soon ab he comes 
in. Goodbye. (Makes note of message on pad, turns to visitor). 
Sorry to keep you waiting, Mr. Willoughby. If you'll have a seat 
(indicating nearby chair), I'll call you as soon as one of our rep- 
resentatives is free. 



Visitor: Thanks. 

Information Clerk: (Shuffle papers at desk for a few seconds; then look at contact 
representative to see if he is free.) All right, Mr. Willoughby, 

Mr. will see you now. (Get up from desk and conduct 

visitor to contact representative's desk; hand contact repre- 
sentative slip with visitor's name on it; introduce visitor to con- 
tact representative) Mr. this is Mr. Willoughby. 
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APPENDIX I-B (ConUnued) 
(TG 5-13) 



Contact 

Representative: 



How do you do, Mr. Willoughby. (Glance at slip as though check- 
ing name) Won't you have a chair? (To information clerk as 
she departs) Thank you Miss . 



Instructor: 



Thank you for your help. 



******* 
DISCUSSION Instructor may ask as many of the following questions as seem appropriate: 



1. Did the information clerk in this demonstration violate any of the good 
practices which we discussed earlier? 

2. Would you have handled this visitor differently? How? 

3. Did you notice anything the information clerk did which was particularly 
good? (Such as writing the visitor's name on a slip of paper and hand- 
ing it to the contact representative.) 



14 



APPENDIX I-C 
(TG 5-13) 



DEMONSTRATION NO. 3 



INTRODUCTION 



Purpose of Demonstration: To illustrate good practice on the part of guards in han- 
dling public inquiries and contacts* 

Scene: Entrance to office building in which a VA regional office 

is located* 

Personnel: Guard* 

4 visitors* 



DIALOGUE (The four trainees selected as ''visitors** should each be given a number* 
Each visitor will approach the guard individually in the sequence indicated 
by his number*) 

Visitor #1: Pardon me, can you tell me if the Veterans Administration has an office 
in this building? 

Guard: Yes, Sir* The reception desk for the regional office is on the fourth 

floor* Take the elevator to your left* 

Visitor #1: Thank you* 

Guard: You*re welcome* (Turn to visitor #2 who is approaching) Yes, Sir* 

Visitor #2: Where do I register for a job? 

Guard: Are you looking for a job with the Veterans Administration? 

Visitor #2: Veterans Administration? Naw, ain*t the employment service in this 
building ? 

Guard: Oh, you want the (name of State) Employment Service* If you*ll 

ask the information clerk in the lobby, she can give you the address* Go 
down the hall and turn left and you*ll find the information desk* 

Visitor #2: OK* 

Visitor #3: (Preparing to leave the building with a bulky brief case*) 

Guard: (As visitor #3 passes*) Pardon me. Sir, do you have a release slip for 

your brief case ? 

Visitor #3: (Indignantlv.) Release slip? 

Guard: Yes, Sir* In order to take a package out of the building, you need a re« 

lease slip signed by someone in the office where you did your business* 

Visitor #3: (Still irritated.) Aw, this Government red tape. You mean I can't carry 
out my own brief case? 

Guard: Tm sorry. Sir, but we are responsible for protecting some important 

equipment and files in this building* If you*ll just step into the office of 
the captain of the guard over there, Tm sure they'll OK your brief case. 

<$ 

Visitor #3: (Mutters to himself as he leaves*) Typical snafu ♦***!!! 
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APPENDIX I-C (ConUnued) 
(TG 5-13) 

Visitor #4: Say, do you know if Joe Schmultz works in this building? 
Guard: Tm sorry I don*t. What agency is he with? 

Visitor #4: He just started to work here. I think it*8 the Veterans Administration. 

Guard: The Veterans Administration personnel office is in room 323, third floor. 

They can tell you if this man is one of their employees. Take the ele- 
vator to the third floor and turn to your right to get to room 323. 

Visitor #4: Right. Thank you. 

Guard: You*re welcome. 

DISCUSSION (Thank trainees who participated in demonstration.) 
Questions: 

1. Did the guard in this demonstration violate any of the good practices which we 
discussed? 

2. Would you have dealt with any of these people differently? Why? 

3. Did you notice anything which this guard did particularly well (such as giving ac- 
curate iirections) ? 
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SESSION n 

YOU MEET THE PUBLIC BY TELEPHONE 
SUMMARY SHEET 

PURPOSES 

1. To emphasize the importance of effective use of the telephone. 
2* To discuss good telephone manners. 

3. To provide a basis for personal evaluation of telephone techniques. 
4* To stimulate interest in improving telephone techniques. 
CONTENT OF SESSION 



Topics for discussion 


Pages 
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II-A 


(HO #2) 


What Is My Telephone 


31 


II-B 


(HO #3) 


Demonstrations for Meeting the 










33 


II-C 


(HOM) 




37 



NOTES 

1. Additional items may be worked into this session, if desired. Examples of 
such items are as follows: 

a. Making long distance calls. 

b* Use of the local telephone directory. 

c. Arrangements which secretaries and their superiors should set up for 
the handling of calls. For example, under what circumstances should the 
secretary determine the identity of callers? 

d. Try-out of telephone practices with the use of a voice recording machine. 

2* Telephone quiz: As previously indicated. Handout No. 2, *'What Is My Tele- 
phone I.Q.?*\ (Appendix II-A), is distributed at the end of Session I, and the 
trainees are asked to give themselves the quiz beforr Session II. No discus- 
sion of the quiz is contained in thetext of Session II ac the main purpose is to 
prepare the trainees for what is to come. If the instructor so prefers, how- 
ever, the quiz may be discussed briefly at the beginning of Session II, e.g., to 
bring out the examples of bad telephone manners. Another variation which 
may be used is to distribute the quiz toward the end of Session II and have the 
trainees take and discuss it in part or in whole. 



17 



Training films: If desired, the session may be supplemented with a training 
film. The films "Telephone Courtesy" and **A New Voice for Mr. X*' are 
available from the Central Office Film Library. Films such as **The Invisible 
Receptionist** and "Thanks for Listening" may be available on a free loan 
basis from your local telephone company* 

Assistance from the local telephone company: Many of the Associated Bell 
Telephone Companies have promoted the correct use of the telephone. Your 
local company may be able to give assistance, in addition to the loan of films 
mentioned above, such as guest lecturers, additional brochures for handouts, 
loan of dummy telephones, and loan of voice recording machines when the 
station does not have such equipment* 



. SESSION n 
YOU MEET THE PUBLIC BY TELEPHONE 



INTRODUCTION 



Topical outline 


Discussion Material 


Open the session 


In the first session we discussed meeting the public face-to- 
face. In this session we shall discuss the second way in which 
you meet the public - by telephone. 


YOU MEET THE PUBLIC BY TELEPHONE 


If this session is /?iven separately, desired sections of the 
general portion of Session I can be used for introduction. 


Examples of bad 
telephone manners 


To start you thinking about this topic I handed out a little quiz 
at the end of our first session. While we won*t go over the quiz 
as such, we will discuss in this session the points if brings out. 
In doing this quiz you might have been reminded of some of the 
bad telephone manners that you have encountered. 

Q. What are some of the telephone manners that particularly irri- 
Uted you? 

Draw froci the group answers such as those shown below. Draw 
enough ^trswers to stimulate the group but don't try to make 
the list exhaustive, 

- Slowness in answering. 

- Saying only "hello*' so I don't know whether I have the right 
number. 

- Keeping me waiting on the line too long. 
-> Grouchy, unfriendly tone of voice. 

- Transferring me to the wrong party. 

- Banging the receiver in my ear. 


VOICE IMPRESSION 


Topical outline 


Discussion Material 


Voice impres- 
sions are 

deceptive 

What makes tele- 
phone conversations 
different from other 
meetings ? 


You have probably farmed an impression of somebody over the 
phone and then found by acquaintance that the person actually 
was quite different* 

Q. What caused this, or more particularly, nAizt are the things that 
make telephone conversations different from meeting the public 
in other ways? 

Draw from the group or supply the answers indicated below. 
Under each item is material which may be used for discussion. 



19 



• Invisibility 


- You are invisible* 

When meeting people face-to-face poor diction or a flat voice 
can be overcome by such things as a winning smile, a hearty 
handshake^ or a warm personality. On the telephone mental 
pictures of your personality are formed only by your voice. 
Everything depends on what you say and how you say it. 


-Deadening effect 


- The telephone has a tendency to deaden your voice. 

This tendency is greater than you suppose. This means that 
you must make a special effort to compensatefor this deaden- 
ing effect. 


•Unexpected 
demands 


- The telephone makes sudden* unexpected demands on your 
time. 

In preparing correspondence you can usually spend what time 
is necessary to prepare a good one-way conversation. You 
c&n*t| howeveri prepare yourself for mos2 incoming telephone 
calls. 


Creating a 
favorable voice 
impression 


Q. Since your telephone voice is you. what can you do to make sure 
that your voice creates a favorable impression? 


-Position the phone 
correctly 


- Position th'i phone correctly. 

Speak directly into the transmitter. Your lips should be a half 
inch from t'ie mouthpiece. Avoid the tendency to let the mouth- 
piece drop enuring the conversation. 


-Speak clearly 
and naturally 


" Speak clearly and naturally. 

Enunciate distinctly and move your lips freely. Don*t mumble 
and don*t shout; both are irritating. Dospeahup positively and 
crisply. 


-Try to develop a 
friendly and 
pleasant voice 


- Try to develop a friendly and pleasant voice. 

Develop a cheerful, pleasant* yet businesslike voice. The tone 
of your voice should indicate alertness and a genuine desire 
to help. Try to get a smile into your voice. 


-Don't overdo the 
friendly voice 


- Don*t overdo the f'-^endly voice. 

In developing a friendly voice » don*t go to the extreme of an 
over-gracious manner or one that is cloyingly sweet. 


TELEPHONE COURTESY 


Topical outline 


Discussion Material 


Rnlt.6 of telephone 
courtesy 


Many of the rules of courtesy that we discussed in the analysis 
of the demonstration inSeiaisionlapplyalsoto telephoning. There 
are some others which have a particular application to using 
the telephone. 

Q. What are some of the rules of courtesy which apply particularly 
to using the telephone? 


-Ask questions 
tactfully 


- Ask questions tactfully. 
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-Choose the right 
words 



-Try to be helpful 



m. Volunteer your 
help 



b. Offer to Uke a 
message 

c. Transfer calls to 
the correct per- 
son 



-Close every con- 
versation before 
hanging up 



For example, in many instances it is necessary to nsk a per* 
son's name. A polite "May 1 tcli him who is calling, please ? 
is better than an abrupt "Who ar* you ?'\ or "Who's calling?", 

- Choose the right words* 

Much of the courtesy expressed through gcst «^ and facial 
expressions can be supplied on the telephone by such expres- 
sions as "I'm sorry", "Thank you", "Please", "Would you 
mind?", "I'll be glad to." 

- Try to be helpful. 

If the call is for information that you have, the problem is 
simple. Suppose, however, that the call is for somebody else 
who is not in. First-- 

a. Volunteer your help. £ven though the call iu for somebody 
else you may find that you can g^ve the desired informa- 
tion. This will save a return call. Supposing, however, 
that only the person called ha^ the information. Then-- 

b. Offer to take a message. If the call does not concern your 
work or that of your office, then-- 

c. Transfer calls only to persons who you know can satisfy 
the caller. Don't transfer calls on the chance that some- 
body might be able to help. The "run-around'* or the 
'*merry-go-round" is guaranteed to irritate th<^ public. 
Be sure the person to whom you refer a call is the one who 
can handle it. To help in this-- 

(1) Get the consent of the other person before transferring 
a call. 

(Z) Give complete information. 

(3) Be familiar with the station directory. 

(4) Try to become informed about the functions of other 
divisions and the names of people in them. 

- Close every conversation before hanging up. 

Give a definite indication that the conversation is finished. 
There are many suitable phrases, but the use of "Goodbye'* 
is always safe. 







RECEIVING TELEPHONE CALLS 


Topical outline 


Discussion Material 


Receiving tele- 
phone calls 


We have discussed the problem of insuring that your voice 
creates a favorable impression and we have examined tlte rules 
of telephone courtesy. Now let*8 focus our attention on the 
techniques of receiving telephone calls. 



RECEIVING TELEPHONE CALLS 
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HANDOUT 



We have a series of demonstrations to illustrate the^^e tech* 
niqucs. Our actors are Miss Russell* a secretary* and Mr. 
Green* a caller* Again our situation is fictional. Miss Russell 
knows how to meet the public « After each demonstration we will 
analyze and discuss the techniques he uses* This handout con« 
taining the dialogue of the demonstrations will help you in the 
discussion* 

Distribute HO §3, **Oemonst rat ions for gectiti^ the Public by 
Telephone 



Demonstration No* 1 



Present Demonstration No, 1, 

Let*s go through this demonstration and see if we can chart the 
proper techniques in receiving telephone calls* 

The mster:al for discussion of all the demonst rat ions is 
rmied in the following order: 

1. A question to stsrt discussion on the rule which is i/« 
lustrated. Where necessary, the suii^ested ^swer is also 
indicated, 

2. The rule ^ich is illustrated and ^ichis to be supplied 
by the group. As indicated by the boxes, these rules are 
displayed by being placed on the blackboard or by being 
prepared in advance. Because of the number of rules it 
is recommended that they be prepared tn advance by use 
of a chart pad, flannel board, flip chart, or other 
suitMe device. 



J. 



Under the boxed material there are listed further points, 
if any, which may be brought out by the discussion. 



Q* Firsts do you recall how many times the phone rang before 
Mistf Russell answered? (Twice) 



1* Answer the 

phone promptly 

a* Telephone is 
for speedy 
communica* 
tion 

b* Answer %t end 
of fir St ing 
or before 
third ring 



1* Answer the phone promptly* 



a. The telephone is for speedy communication^ and there 
is little tolerance of delayg in its use* 



b* Answer the phone at the end of the first ring* if pos- 
sible* sure to answer before the third ring* 



Q* What did Miss Russell do with her work when she answered the 
phone? (She put it aside*) 



2* Give full atten- 
tion to the tele- 
phone converse 
tion 



2* Give full attention to the telephone conversi^tion* 



ERLC 
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a. Don't try to 
finish what 
you are doing 

b. Don't ci^ntinue 
conversations 



3. Greet the caller 
pleasantly 



4. Identify the 
office and 
yourself 

a. Identification 
cf lite office 



b. Personal 
identification 



S. Ask questions 
tactfully 

a. Request iden- 
tity only when 
needed 

b. Try expres- 
sion of help- 
fulness 



a. Don't try to finish whatever you are doing when the 
phone rings. 



b* Don't lift the receiver and continue a conversation with 
someone in your office. 

Q. When Bliss Russell first spoke what sort of manner did she use? 
(Pleasant, friendly.) 



3. Greet the caller pleasantly. 



Q. What information die* Miss Russell's opening words give to Mr. 
Green? 



4. Identify the office and yourself. 



a. Identification of the office — 

(1) Tells the caller immediately whether or nothehas 
reached the right office. 

(2) Should be adapted to the situation. In some cases 
it may be preferable to use the name of the person 
in charge or the extension of the phone. 

b. Personal identification-- 

(1) Tells the caller immediately with whom he is 
speaking. 

(2) Makes it easier for the caller to callback the per- 
son who answers. 

(3) By a woman should specify "Miss" or "Mrs." so 
that the caller will know how to address her. 

(4) Should usually omit the word ''speaking" since 
this may confuse. For example* "Jones speaking" 
may sound like "Joe speaking." 

Miss Russell's boss apparently wished to know the identity of 
his cailersy so she asked, "May I tell him who is calling?" 

Q. What point does this illustrate that we mentioned under the rules 
of courtesy which apply particularly to using the telephone? 



5. Ask questions tactfully. 



a* Request the identity of the caller only when necessary. 



b. Try an expression of helpfulness in place of a ques- 
tion. For <sxample» "Perhaps I could help you", in 
place of "Do you want to speak to him personally? " 
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c. Requests c. Word your questions so that they sound like requests 

ralher than rather than demands. Miss Russell used such a ques* 

demands tion rather than demanding ''Who is this?** 

h After Mr. Green identified himself what did Bliss Russell do? 
(She used his name.) 



6. Use names 



a. Everybody 
likes to have 
name used 

b. Helps individ- 
ual approach 

c. Be sure of 
name 



6. Use names. 



a. Everybody likes to have his name better known. 



b. Use of names helps the individual approach and avoids 
the case approach. 

c. Be sure of the name before you use it. If you are not 
sure, verify it first. 



Demonstration No. 2 



The next demonstration is also on receiving calls. Let*8 see 
what we can get out of this one. 

Present Demonstration ^o. 2, 

You notice that the demonstration was the same up to the point 
when Mr. Green asked to speak to Mr. Young. 

Q. What did Miss Russell do in response? 



7. Give information 
willingly 

a. Don*t be a 
clam 

b. Give **where- 
abouts** and 
**whenabout8** 

c. Leave 
"whereabouts*' 
and **when- 
abouts ** 



7. Give information willingly. 



a. Don*t be a telephone clam. 



b. Give the "whereabouts** and "whenabouts" of the per- 
son called without being asked. 



c. Similarly, when you leave your desk^ give your 
"whereabouts** and "whenabouts.** 



Q. After Bfiss Russell told when her boss would be back, what did 
she do? 



8. Volunteer your 
assistance 

You may be able to**- 

a. Complete the 
call 

b. Take a mes- 
sage 



8. Volunteer your assistance. 



a. You may be able to supply the desired information and 
complete the call. 

b. You may be able to take a message and prevent a call- 
back. 
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c. Refer the 
caller for 
immediate 
help 



9. When leaving 
line give caller 
a choice of 
waiting or being 
called back 



10* Explain waits 



11* When coming 
back on line, 
make introduc - 
tory remark 



3e prepared to 
render quick 
service 

a. Have pad and 
pencil ready 

b. Have source 
materials at 
hand 



13, End calls cour- 
teously and 
with indication 
of finish 



14* Hang up re- 
ceiver gently 



c. You may be able to refer the caller to someone who 
can help him immediately* 

In this case Miss Russell found outthatthe question was one she 
could answer, but that she would have to leave the line, 

Q. What rule did she use? 



9* When leaving the line, give the caller a choice of wait- 
ing or being called back. 



a. Lay the receiver down gently when leaving the line, 
so as not to cause a bang in the listener's ear. 

b. Remember that your comments may be heard when 
you are off the line. 

Q. When she found out that it would take longer than expected, v/hat 
technique did she use? 



10* Explain waits* 



Q. And when she came back on the line what practice did she illus- 
trate? 



11* When coming back on the line, make an introductory 
remark to get the caller's attention. 



Q. Going back to the point where Miss Russell started to work out 
the information^ did you notice anything particularly good? 

/)raw our responses such as **She had everythinf^ at hand " /'She 
had everything she needed.** Ask group to word this as a rule.^ 



12. Be prepared to render quick service. 



a. Have pad and pencil ready to take notes. 



b« Have manuals and other source materials at hand. 



Q. Did you notice how Miss Russell ended the conversation? 



13. End calls courteously and with definite indication that 
the conversation is finished* 



Q. What did she do after ending the conversation? 



14. Hang up the receiver gently* 
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a. Pause, or 

b. Push down 
signal button 



a. Pause before replacing the receiver on the cradle, or 

b. Push down the signal button before replacing the re- 
ceiver. 



Demonstration No. 3 



Discussion of trite 
expressions 



Examples of trite 
expressions 

'•He's tied up'* 



••He's busy'* 



••He's engaged" 



15. Avoid trite 
expressions 



Suppose that Miss Russell could not supply the needed informa- 
tion or that Mr. Green still wanted to talk to Mr. Young. Let's 
see what happens in Demonstration No. 3. 

Present Demonstration No, 3, 

Let's pick up this demonstration at the point where Miss Russell 
aays that Mr. Young is in a meeting, 

Q. What is another expression that is sometimes used here? 

fl'Tu"^ ^t^'^"^^' "^^'5 conference," Brinfi out the fact 
that Mtss l^ussell's expression is pre ferable because it isn't 
pompous. 

There are quite a few trite expressions used in telephoning, 
particularly in this situation where you are telling a caller that 
the boss isn't in. 

Q. Can you suggest some of them and what impression they create 
on a caller? ^ 

Draw out information such as the foUowin/^: 

"He's tied up'* - This creates a visual image of the boss being 
entangled in a snarl of cord, or perhaps red tape. 

"He's busy" - The unspoken reaction might be, "So what. So 
am !/• or "That's what he's paid for," 

"He's engaged" - This might bring a facetious reaction, perhaps 
spoken, such as, "Who's the unlucky girP" 

Q. How could we summarize this as a rule? 



15. Avoid trite expressions. 



Q. When Mr. Green said he wished to talk to Mr. Young personally, 
what did Miss Russell indicate? & f »^ 



16. Take messages 
willingly 

a. Get facts 

b. Be correct 



16. Take messages willingly. 



a. Get all the important facts. 

b. Get all details correctly. 

Q. During all three of these demonstrations Miss Russell was 
pleasant and friendly, but at the same Ume what was she able to 
aor (She kept to the business at hand.) 



17. Keep your con- 
versation brief 
and business 
like 



17. Keep your conversation brief and business like. 



If desired, at this point you can discuss the techniques of 
completing SF 63, Memoranditrr of Call. 



MAKING TELEPHONE CALLS 



Topical outline 



Discussion Material 



Making telephone 
calls 



Demonstration No. 4 



1. Be sure of 
r. amber 

a. Don*t guess 

b. Use sources 

c. Keep up-to- 
date list 

d. Use tie lines 



2. Apologize for 
mistakes 

a. Wrong number 
is not the fault 
of the person 
called 

b. Be pleasant 
when you're 
called by 
mistake 



Let*s look at this problem of telephoning from the other end, 
i.e., making telephone calls. There are many occasions when 
you have to call members of the public. Even when we speak to 
somebody in another agency, that person is also a member of 
our public. 

Many of the rules we have just placed on the blackboard apply 
when you are on the calling end. There are also a number of 
additional rules w^ich apply specifically to making calls. 



MAKING TELEPHONE CALLS 



Our friends Miss Russell and Mr. Green will show us the first 
demonstration on this. 

Present Demonstration A'o. 4. 

Q. Did you notice what happened before Miss Russell dialed? (She 

looked up the number.) 



1. Be sure of the number you are calling. 



a. Don*t guess. 

b. Use available sources of information. 

c. Keep an up-to-date list of frequently called numbers. 

d. Use tie lines, when available. 

Q. If Miss Russell had dialed a wrong number^ what should she do? 



2. Apologize for mistakes. 



a. A wrong number is not the fault of the person called. 



b. It is equally courteous to be pleasant when someone 
calls you by mistake. 
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3* Allov/ tin^e to 
answer (a f"ll 
minute or ten 
rings) 



4* Be ready to talk 
when party 
answers 



5* Identify yourself 



6* Ask if it is con- 
venient to talk, if 

is likely to 
be lengthy 



7* Plan your con- 
versation before 
calling 



Q* When the phone started to ring what nUe did Miss Russell illus- 
trate? 



3. Allow time to answer. 



a* A good rule is to wait a full minute (about ten rings) 
before hanging up« 

Q. When Mr. Green said **heUo** did Miss Russell respond quickly? 

Wait for positive response,, 

Q. What rule did this illustrate? 



4. Be ready to talk when the person called answers* 



a* If somebody places a call for you, be ready on the 
phone when your party answers* 

After Miss Russel! said **good morning** she did something that 
we developed as a rule for receiving calls* 

Q* What would that be? 



5* Identify youf self* 



a* If helpful, also identify your office and your purpose 
in calling* 

Q* If Miss Russell knew her conversation would be quite lengthy^ 
what might she have done? 



6* Ask if it is convenient to talk ae call is likely to 
be lengthy* 



When Mr* Green identified himself. Miss Russell told him why 
she was calling* 

Q* What impression did she leave with you? (She knew what she 
was going to say*) 



7« Plan your conversation before calling* 



Demonstration No* 5 



Let*s look ixt our last demonstration which illustrates some ad- 
ditional points about making calls* 

Present Demonstration No. 5. 

f 

Q* What did Miss Russoll do when she returned to her desk? (She 
saw she had received a call and returned it right away.) 
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8« Return calls 
promptly 



8* Return promptly all calls received in your absence* 



9. Avoid negative 
approach 



10« Leave messages 
willingly 

a. Securr infor- 
mation or 
leave mes- 
sage 

b* Leave effec- 
tive mes- 
sages 

c* Volunteer 
extension and 
best time to 
call back 



Mr* Green was uncertain at first whether he could help* In such 
circumstances some callers adopt a negative approach* 

Q* What words do they use to show this? 

Draw responses such as,^ **You probably can* t help me but . 
" Prooahly you wouldn't know about this, but,,. ". 

Yesi Miss Russell avoided this negative approach^ which is our 
next rule* 



9. Avoid the negative approach when asking for infor- 
mation or seeking assistance* 



Q* Instead, what did Miss Russell do? (She asked to leave a mes- 
sage*) 



10, Leave messages willingly* 



a* Try to complete your business on one call by secur* 
ing information or leaving a message* 



b* Leave effective messages* 



c* Volunteer your extension and the best time to reach 
you in case you request a ^'callback*** 



SUMMARY AND CLOSING 



Topical outline 



Summary 



Apply the rules 



Remember the key 
points "Phone as 
you would be phoned** 



Discussion Material 



In summing up» remember that there is a big difference between 
a telephone conversation and a face-to-face conversation* In a 
telephone conversation everything depends on your voire--on 
what you say and how you say it* 

Because of the factor of invisibility you may not concentrate on 
the call as you would if the person calling were right before you* 
You can overcome this by applying the rules that we have dis- 
cussed in this session* These are summarized ina handout that 
we have for you* 

The key point to remember is similar to the one we mentioned 
in the first session about putting yourself in the other fellow*s 
place* 



PHONE AS YOU WOULD BE PHOMED 
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To change very slightly what we said at the close of the first 
se88ion»'>if you try to provide the person at the other end of the 
line with the same interest, attention, and common courtesy that 
you would like to receive, then you're well on your way to phon- 
ing as you would be phoned* 


HANDOUT 


Distribute HO ^'Telephone Tips". 


Close session 


Close session. 
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APPENDIX n-A 
(TG 5-13) 



H. O. #2 



WHAT IS MY TELEPHONE I. Q.? ♦ 
For each of the following items place a check in the column which appHes: 



1. 1 answer telephone calls promptly (at the end of 
the first ring, if possible)* » 

2. 1 have a pad and pencil ready for making notes. 

3. 1 use identifying phrases at the beginning of all 
calls, incoming arH outgoing, giving my name and, 
as appropriate, my office. ----------- — --------- 

4. 1 speak directly into the telephone mouthpiece, not 
over nor under it. ------------------------------- 

5. 1 speak clearly and naturally, without mumbling or 
shouting.-- — — — 

6. 1 end calls courteously and with a definite indica- 
tion that the conversation is finished. 

7. 1 hang up the telephone gently. 

8. W^hen it is necessary to leave the line, 1 give the 
caller a choice of waiting or being called back. 

9. Afte** leaving the line, 1 come back and explain 
wai. if it takes longer than expected. 

10. 1 avoid transferring calls whenever possible. How- 
ever, if 1 must transfer a call, 1 transfer it to the 
person who 1 know can satisfy the caller. --------- 

11. Before transferring a call 1 give complete infor- 
mation to the caller. 

12. 1 plan conversations in advance, keeping them 
brief and business like without sacrificing friend- 
liness and courtesy. --------------------------- 

13. After dialing 1 allow time to answer. (About ten 
rings or a full minute.) 

14. 1 apologize when getting a wrong number. 

15. When placing a call 1 am ready to talk when the 
person called answers. ------------------------ 

16. If my conversation is likely to be lengthy, 1 ask if 
it is convenient to talk. ------------------------ 

17. 1 keep and use an up-to-date list of frequently 
call^fd numbers. 



Always 


Usually 


Rarely 
or Never 









































































































* Th.LS quiz is adapted by permission from one prepared by the Chesapeake and Potomac 
Telephone Company. 
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H. O. #2 



APPENDIX n-A (ConUnued) 
(TG 5-13) 



18. I return promptly all calls received inmyabsence. 

19. The tone of my voice reflects a reasonably pleas- 
ing per sonality.* -------------------------------- 

20. I try to remedy the lack of face-to-face contact by 
generous use of phrases such as "Thank you'\ 
••Pleasc*\ "Would you mind?'\ "ril be glad to." --- 

21. I use the names of the persons with whom I speak. 

22. I avoid trite expressions which might make my 
speech sound mechanical and stereotyped. ----------- 

23. I supply infcrnmtion willingly and don't force 
callers to pry it out of me. ------------------------- 

24. When I return to the line« I first attract the atten- 
tion of the other person by some introductory re- 
mark, such as» "I have that information now." ------ 

25. I keep In mind that to the caller my voice may be 
theVA. 

TOTAL 



Always 


Usually 


Rarely 
or Never 

























































To find your Telephone I.Q. 

1. Total the number of checks in the "Rarely or Never" column and multiply by 4. 

2. Total the number of checks in the "Usually" column and multiply by 2. 

3. Add the two sums. 

4. Deduct that figure from 100. This is your I.Q. 



MY TELEPHONE LQ., IS: 



A score of 80 would indicate reasonably good telephone service on your part - but continue 
to strive for 100 as an objective. 
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APPENDIX n-B 
(TG 5-13) 



H. O. #3 



DEMONSTRATIONS FOR MEETING THE PUBLIC BY TELEPHONE 
INSTRUCTIONS 

Two people are needed for these demonstrations • Miss Russell, a secretary, and 
Mr. Green, a caller. It is preferable that the persons chosen for the demonstrations 
not be members of the training group. The following equipment is needed: 2 dummy 
telephones, a small bell. After each demonstration pause for analysis as described 
elsewhere in this training guide. 

Demonstration No. 1 

Mr. Green: (Dials dumber and rings twice.) 

Miss Russell: (Is working as the phone rings. Puts pencil aside at first ring and 
answers phone during the second ring.) 

Miss Russell: Records Division, Miss Russell. 

Mr. Green: May I speak with Mr. Young? 

Miss Russell: May I tell him who is calling? 

Mr. Green: This is Mr. Green. 

Miss Russell: Just a moment, Mr. Green. 

Demonstration No. Z 



Mr. Green: (Dials number and rings twice.) 

Miss Russell: (Is working as the phone rings. Puts pencil aside at first ring and 
answers phone during the second ring.) 

Miss Russell: Records Division, Miss Russell. 

Mr. Green: May I speak with Mr. Young? 

Miss Russell: Mr. Young is out of the building and will be back at 10 o'clock. May I 
ask him to call you then ... or perhaps I could help you. 

Mr. Green: Perhaps you can. My name is Green and I would like to know if you 
have any records on the old Laredo building and how long would it take 
to get copies made. 

Miss Russell: Yes, Mr. Green, we have some records, but it will take about half a 
minute to figure out how long it would take to get copies made. Would 
you like to wait or would you prefer to have me call you back? 

Mr. Green: Td like to wait, please. 

Miss Russell: Surely, will you excuse me a moment please? (She pauses a second 
and lays the receiver down gently. Then she takes pad and pencil at 
her right hand, opens a book on her desk, and starts to calculate. 
After half a minute she picks up the receiver.) 

Mr. Green, this will take a little bit longer than I expected--about 
another half a minute. Would you like to wait? 



Mr. Green: 



Yes, I would. 
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H. O. #3 



APPENDIX n-B (Continued) 
(TG 5-13) 



Demonitration No* 2 (continued) 

Mi 18 Rusjtell: All right sir* (Complete! calculation! and pick! up the receiver.) 

Thank you for waiting, Mr. Green* It will take two week! to prepare 
tho record! you want. Would you like that ^one? 

Mr* Green: No. For the moment 1 wanted to know the time involved. Thank you 
very much for your help. Goodbye. 

Mi!! Ru!!ell: You*re welcome. Goodbye. (Hang! up receiver gently.) 
Demon!tration No. 3 

Mr. Green: (Dial! number and ring! twice.) 

Mi!! Ru!!ell: (l! working a! the phone ring!. Put! pencil a!ide at fir!t ring and 
an!wer! phone during the !econd ring.) 

Mi!! Ru!!ell: Record! Divi!ion, Mi!! Ru!!ell. 

Mr. Green: May I speak with Mr. Young? 

Mi!! Ru!!ell: Mr. Young i! in a meeting right now. 1 expect him back in an hour* 
May I a!k ^im to call you then ... or perhap! 1 could help you. 

Mr. Green: Thi^ i! !omething that require! my !peaking to Mr. Young. Would 
you a!k him to call me? 

Mi!! Ru!!ell: Td be glad to, !ir. (Take! up pencil and pad of SF 63.) May 1 have 
your name? 

Mr. Green: Green, and Tm on exten!ion 2062. 

Mi!! Ru!8ell: That*! Mr. Green on exten!ion 2062. Did you want me to give him any 
particular me!!age, Mr. Green? 

Mr. Green: 1 don*t believe !0. Thank you. Goodbye. 

Mi!! Ru!8ell: You*re welcome* Goodbye* (Hang! up receiver gently*) 

Demon!tration No* 4^ 

Mi!! Ru!!ell: (Start! to dial a number* She pau!e! a moment reflectively, then 
look! up a number in a telephone directory* She dial! the number and 
ring! five time!*) 

Mr* Green: (After five ring! come! to the table and lift! receiver*) Hello* 

Mi!! Ru!!eU: Good morning. Thi! i! Mi!! Ru!8eU* Tm calling for Mr* Young, 
Chief of the Record! Divi!ion at the Hi!torical Office. May 1 !peak 
to Mr* Green? 

Mr* Green: This is Mr, Green* 

Mi!! Ru!!ell: Mr. Green, Mr* Young a!ked me to check with you to make !ure that 
the meeting in your office at two o'clock tomorrow is ctill satisfactory* 

Mr* Gr^en: Yee, that's still satisfactory* 

Mist Russell: Thank you very much* Goodbye* 

Mr. Green: Goodbye* 



ERiC 
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APPENDIX n-B (ConUnued) 
(TG 5-13) 



H. O. #3 



Demon itration No^ 5 

Mill Ruiiell: (Returns to her deik, pick* up and reads »n SF 63, and diali a num- 
ber*) 

Mr« Green: (Aniweri phone durilng lecond ring.) Hello* 

Mill Ruiiell: Good morning* Thii is Miii Ruiiell returning Mr* Marihall*i call* 
Ii Mr* MarihaU in? 

Mr* Green: He iin*t her^« Thii is Mr. Green from another office* I don*t know 
whether 1 can help you* 

Mill Ruiiell: Would you be kind enough to takeameiiiage, Mr* Green? Mr* Marihall 
wanted to know if he could viiit Mr. Young at the Hiitorical Office at 
2 o*clock tomorrow. Would you tell him that thii will be iatiif&ctory* 

Mr* Green: (Ai he write i*) Mr* Young will lee him at 2 o*clock tomorrow at the 
Hiitorical Office* 

Mill Ruiiell: That*i right* Mr. Young*i Room Number ii 110, Incaie Mr* Mi^r^hall 
wanti to call back at any time> the number ii Suburbia 3-5162> exten- 
sion 342* 

Mr* Green: (Ai he writes*) Room 110* Suburbia 3-5162, extension 342* 
Mill Ruiiell: That*i correct* Thank you very much> Mr* Green* Goodbye* 
Mr* Green: Goodbye* 
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APPENDIX n-C 
<TG 5-13) 



TELEPHONE TlPsf 



H. #4 



1. Creating a Favorable Voice Impression* 

1. Position the phone correctly* 

2. Speak clearly and naturally* 

3. Try to develop a friendly and pheasant voice* 

4. Don'^t overdo th*i friendly voice, 

II, Telephone Courtesy* 

1. Ask questions tactfully* 

2. Choose the right words. 

3. Try to be helpful. 

a. Volunteer your help* 

b. Offer to take a message* 

c. Transfer calls only to per«os<s who you know can satisfy the crllet * 

4. End cells courteously and with a definite indication that the conversation la fin- 
ished* 

111* Two*Way Rules. (The following rules apply whether you are receiving or making a 
telephone call. ) 

1. Greet the other person pleasantly. 

2. Identify yourself and» as appropriate* your office. 

3. Give full attention to the telephone conversation. 

4. Use pames. 

5. Give information willingly. 

6. Avoid trite expressions. 

7. Take or leave messages willingly* 

8. Keep your conversation brief and business like. 

9. Hang up the phone gently. 

IV. Receiving Calls. 

1^ Answer the phone promptly. 

2. Be prepared to render quick service. (Keep pad and pencil near phone*) 

3. Volunteer your assistance. 
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H. 0. #4 



APPENDIX n-C (ConUnued) 
(TG 5-13) 



4, When leaving the line» give the caller a choice of waiting or being called back. 
3. Explain waits* 

6. When coming back on the line* make an introductory remark to get the caller's 
attention. 

V. Making Calls. 

1. Be sure of the number you are calling. 

2. Allow time to answer. 

3. Plan your conversation before calling. Be ready to talk when the person called 
answers. 

4. Apologize for mistakes. 

5. Ask if it is convenient to talk» if the call is likely to be lengthy. 

6. Avoid the negative approach when asking for information or seeking assistance. 

7. Return promptly all calls received in your absence. 

PHONE AS YOU WOULD BE PHONED 
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SESSIONS m, IV, AND V 
YOU MEET THE PUBLIC BY LETTER 
SUMMARY SHEET 



PURPOSE 

1. To emphasize the importance of meeting the public through clea^ concise^ 
courteous^ and friendly letters. 

2. To discuss the 4-S Formula for writing letters. 

3. To stimulate interest a^d provide practical experience in writing clear > con- 
ciae, courteous, and fri -udly letters. 

4. To discuss ways in which supervisors can help their 'ubordinates to write 
better letters. 

CONTENT OF SESSIONS 



Session 


Topics for discussion 


Pages 


III 




40 
42 


IV 




51 


V 




61 
65 
73 
74 



APPENDICES 



Title 


Pages 


V-A 
V-B 




75 
77 



The ** Workbook for You Meet the Public", Supplement to TG 5-13, is distributed 
during Session III. 

NOTES 

1. Use of the Workbook gives the trainees practice in applying specific ^ules. If 
desired, additional sessions may be added togive practice in reviewing longer 
portions or even entire letters. Appendix V-B gives some suggestions. 

2. The 4-S Formula and much of the material in these sessions is adapted from 
Pifiin Letters, a pamphlet prepared by the National Archives and Records 
Service, General Services Administration. The Archivist of theUnited States 
has given permission for the use of this material. Reading Plain. Letters is 
good preparation for the instructors selected to lead these sessions. 



SESSION m 
YOU MEET THE PUBLIC BY LETTER 
(Beginning) 



INTRODUCTION 



Topical outline 


Discussion Material 


Open the session 


In the other sessions we discussed meeting the public face-to- 
face and by telephone. 

In this session and the next two sessions we shall discuss the 
third way in which you meet the public by letter. 






YOU MEET THE PUBUC BY LETTER 






If these sessions are f^iven separate ty t desired sections of 
the ienerat port ion of Sess ion I can be used for introduction. 


Reputation of gov- 
ernment writing 


What kind of impression does your writing leave? To put it in 
other words - what kind of **hand** do you write? Is it like a 
mailed fist, which is hostile and threatening? Is it like the 
smooth gestures of a sleight-of-hand artist with anow-you-see- 
it, now-you-don't motion? Or is it like a sincere, friendly hand- 
clasp ? 

Unfortunately many government ''hands'* arc of the first two 
types. Government writing has a reputation for a stiff, cold 
manner with long, involved sentences weighed down bybig mean- 
ingless words. This style has been called gobbledygook, fed- 
eralese, governmcntalese, and probably less polite names. 

Humorous definitions have been written for many of the words 
commonly used by people who write in this style. For example, 
take the sentence "Further substantiating data is necessary. 
The translation is, "We've lost your stuff. Send it again." To 
say that something is under consideration means, "We never 
heard of it,** while to say that it is under active consideration 
means "We*re looking in the files for it.*' 


Need for continuous 
efforts to improve 
our letters 


Much of the reputation of government writing is deserved^, The 
VA has had letters used as both horrible examples and good ex- 
amples. The average VA letter lies somewhere between these 
two extremes. The important thing, however, is that it is 
especially important for our writing to be good. 


Goal of clear, con- 
cise, courteous, and 
friendly letters 


The goal is to write letters which answer the questions that the 
public asks and to do this in a clear, concise, courteous, and 
friendly manner. This goal requires that we n^ake continuous 
efforts to improve our letters. 

Those who compose or dictate a number of letter s would probably 
agree to the need for continuous efforts to improve them. 

Q. But what about those who use form letters or pattern letters? 
Do they need to be concerned, and, if so, why? 
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Drpw out or supply the foHowinfi finawer: 

Form letters and pattern letters also should be improved when- 
ever possible* The persons who use them daily are in a good 
spot to suggest changes* 



Advantages of im- 
proving our letters 



-Better public 
relations 

-Improved service 



-Increased effici- 
ency and economy 



In the other sessions we have discussed the advantages in im- 
proving our meetings with the public. 

Q* What particular advantages do we gain by improving our letters? 

- Developing better public relations by writing in a more friendly 
and personal manner* 

- Improvement in service to veterans by our plain answers to 
specific questions or more clearly stating our requests for 
information* 

- Increased efficiency and economy* Simple, clear writing will 
help you to think more clearly; it will enable you to write 
faster as well as better; and it will cut down on the number of 
letters we and our correspondents send to each other* 



What makes letters 
different from and 
more difficult than 
other meetings ? 



-You are unseen 
and unheard 



-Letter is one-way 
conversation 



-Belief that big 
words and long 
sentences are 
impressive 



-It is easier to 
cling to old habits 
in writing 



In the session on telephoning we discussed why it was different 
from others ways of meeting the public* 

Q* Can you suggest the ways in which meeting the public by letter 
is different and more difficult? 

Drfiw from the ^rouP answers stjch as those indicated he low. 
Under each item i^ materia I which may be used for discussion, 

- You are both unseen and unheard* 

In meeting a person face-to-face you can take advantage of 
such things as a winning smile and a hearty handshake; in 
speaking to persons on the phone you can develop a friendly 
voice* When you write, you are both unseen and unheard. The 
letter is the sole representative of yourself and the VA* 

- A letter is a one-way conversation* 

You cannot watch a person's face to see when he is puzzled by 
what you are saying. He cannot ask a question when he is 
puzzled* Since a letter is a one-way conversation, you must 
try to anticipate his questions. 

- Many people believe that we impress our readers with big 
words and long, involved sentences. 

Efforts to impress in this manner not only rob letters of 
clarity, sincerity, and naturalness, but often arouse the anger 
of the reader toward the writer and the agency he represents. 
Simplicity is the essence of dignity. 

- It is easier to cling to old habits in writing than in speaking. 

We no longer use ••Your most obedient servant" and similar 
terms of the Elegant Eighties, but some of us use other out- 
worr and discarded phrases. We can get away with using them 
Hi our letters long after we have stopped using them in speak- 
ing to one another. 
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Key rule of putting 
yourielf in the other 
fellow's place 



Uie simple, 
straight English 
appropriate for all 
levels of under- 
standing 



These differences and difficulties make even more important 
for this session the point that we have stressed in the other 
sessions* 

Q. Do you recall what this point is? 

Drsw from /iroup or svnpty the following rule: 

- Try to achieve the human touch by putting yourself in the other 
fellow's place* 

Yes, this rule is again the keystone to our. approach* One way 
to do this is to visualize the reader and write to him in a manner 
suited to his level of understanding* In manyinstances, however, 
you won't ]cnow enough about the reader to do this* In other in- 
stances your ^'customers" will have such widely varying back- 
grounds that this .would be almost impossible* Inmost cases the 
best rule is to write all your letters in simple, straight English 
and they will be appropriate for readers at any level of under- 
standing* You do not insult your readers - even the most edu- 
cated ones - by such letters* They may be pleasantly surprised, 
but they won't be insulted* 



What sessions 
will not cover 



What sessions 
will cover 



In discussing the writing of this type of letter we won't get into 
the questions of spelling, punctuation, or into schoolbook gram- 
mar* Generally, they are not the roots of our problem* Where 
there are weaknesses in these aspects, good reference books 
are available* 

We shall discuss some ways of improving our letters to meet 
the goal we mentioned earlier - that of making them clear, con- 
cise» courteous, and friendly* 



THE 4-S FORMULA - SHORTNESS 



Topical outline 


Discussion Material 


The 4-S Formula 


These ways can be summarized by saying, **Let's use the 4-S 
Formula. " 






Erase the board. Frint the foUcwin^ or display a chart j^re^ 
pared in advance. 


-Shortness 




M - Shortness 


-Simplicity 




n - Simplicity 


-Strength 






-Sincerity 




- Sincerity 




This formula is described in an excellent pamphlet called *'Plain 
Letters", which was written for the General Services Adminis- 
tration* Much of the material in these session£ is adapted from 
this pamphlet* 



Tests of length 



Be thrifty, but 
not stingy with 
words 



Let us take the first part of the formula - Shortness. The longer 
the letter the more difficult it is tw understand. This doesn^t 
mean that the only way you can measure length is by counting 
lines and pages. The tests are whether you say more than need 
be said and whether it takes too many words for what you say. 

Use all the words you need to carry a message clearly, correctly, 
and courteously, but no morr. We might summarize this by 
saying that you should be thrifty hut not stingy with words. Some 
writers worry that in writing short letters they may be abrupt 
or curt. Fear of brevity should not be used as an excus* for 
long- win dedness. Abruptness or curtness stem from the tone 
of a letter. A short letter - properly worded - can be just as 
courteous and friendly as a long one. 



1. Avoid needless 
words and 
needless infor- 
mation 



HANDOUT 



The first rule under •'Shortness'* is-- 



SHORTNESS 

1. Avoid needless words and needless information. 



Take a look &t Example 1, on page 1 of the Workbook which I 
will now give out. 

Give each trainee a cooy of the Workbook for You Meet the 
Public by Letter, Stionlement to TG 5.JJ. 



(The examples and exerc ises in the Workbook appear in 
this traininfi ^uide at the points where they are used. 
In addition, the ^tiide lists answers to the exercises 
and, in some infitances , comments which may be used in 
the d iscuss ion. The material which does not appear in 
the Workbook is enclosed in dotted lines; this will 
eliminJite any need for you to look at the Workbook dur^ 
in^ the discuss ion. ) 

Read aloud the orif^inal and revised versions of Example J , 
be low. ^ Ask which words have been eliminatedf^ndbrin^ out or 
supply the reasons indicated. 



EXAMPLE 1 



Original 



If you want a refund, please complete 
appli c ation f o r m. 



the enclosed 



Request for Refund, over- your signature. 



and return 



it to this office at the 



above address 



Isn't this obvious? 
The form shows this. 



-I— ^ *'return** implies this. 

: (NOTE: The "balloons" do not 
I appear in the Workbook.) 
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Revised 

If you want a refund, please complete and return the enclosed form. 



Now, let's look at Exercise 1, on page 1 and try our hands at 
trimming down the number of words in the items in the left col- 
umn. Write Tour shortened version in the right column. If you 
think all of the words should be eliminated, put a dash in the 
right column. In this and the ether exercises that you will do 
you are not expected to finish all the items. The exercises are 
simply to give you some practice in applying the rules. You 
will have three minutes for this first exercise. Do as many 
items as you can in this time. 

Allow 3 minutes to do the exercise bctov:; then discuss it 
for 5 minutes, 

(Keen the discuss ion of the exercises informfit »^ Let the (kroup 
respond freely. If sorrp of the f^roun cons is tent !y refrain 
from pnrt ic inat in^, you cnn occasions Uy cpU for contr ihu* 
t ions hy name, Rememher that the answers in this ^uidc are 
not the only answers nnd way not even be the hest ones. Don't 
force the "school solut ions** on the trainees; encourai^e them 
to develop their ou*n answers , ) 



EXERCISE 1 - AVOID NEEDLESS WORDS AND NEEDLESS INFORMATION 

NOT WORDY BUT TRIMMED DOWN 



1. 


It is directed that you don't give up the ship. 


• Don't give up the ship. • 


2. 


We are attaching hereto 


• Attached is (or) here is l 


3. 


There is enclosed for your information 


I Ehclosed is (or) here is i 


4. 
5. 


It is desired to invite your attention to 

I wish to assure (inform) (advise) that 


• ^ 


These openings I 
are stilted and I 


6. 






can usually be I 
omitted^ I 


7. 


I have before me your letter of . . . 


: ^ 


(This opening I 
is pompous) I 


8. 






(Don't announce * 
it. Just say it.) I 








9. 


duly received 


received 


(How do you • 
duly receive * 
something ?) I 


10. 


far-reaching character ; 


far-reaching 




11. 


a high degree of perfection • 


perfection 


(Absolutes do I 
not require I 
qualification.) ; 


12. 




I recommend 











ERIC 
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EXERCISE 1 (ConUnued) 



NOT WORDY 



BUT TRIMMED DOWN 



13. again in the future • again 

14. still continues I continues 

15. strict compliance compliance 

16. is presently employed • is employed 

17. We are in receipt of I received . 

18. Please arrange to return • Please return 

19. We are not in a position to I We cannot . . 

20. We will take steps to I We will .... 

21. anticipate ahead I anticipate 

22. ask the question : ask 

23. cooperate together : cooperate 

24. many in number • many 

25. necessary essentials * essentials 

26. repeat again j repeat 

27. strict accuracy I accuracy 

28. very latest ^ latest 





The second rule under "Shortness" is-- 


2. Don*t repeat 
what is said 
in a letter you 
receive 




2. Don't make a habit of repeating what is said in a letter 
you ansver. 


As an instance of this, take the original version of Example 2, 
on page 2. 






Re^H aloud, or ask one of the f^roup to read aloud, the orsf^" 
inal version* 



EXAMPLE 2 



Original 

This is in reply to your letter of August 11, 1955, in which you requested a copy of 
the publication entitled "The Craftsmanship of Letterwriting.'* We are sorry to tell 
you that we have no more copies of this publication, which is out of print. 

Information is also requested in your letter as to the approximate publication date of 
the stenographer's manual. This manual will be published in the late fall. We shall 
send you a copy as soon as it is ready. 
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Q. What is the pattern of this reply? 

Repeat the first question, answer the first question; repeat the 
second question* answer the second question* 

Now look at the revised version* 



ffeflf/ fl/oor/, or fisk one of the f^roitn to ro/iH ntouri, the re* 
vised version. 



EXAMPLE 2 



Revised 



We regret that "The Craftsmanship of Letter writing" is out of print* 

We will send you the stenographer's manual when it is published in the late fall* 



a* Refer to inquiry 
by date only 

b* Make the refer- 
ence to letter the 
letter the subject 
of opening sen*- 
tence 

c* Refer to inquiry 
indirectly 



Q* What Is the difference in this reply? 

This begins easily and naturally. It gets to the point quickly* 
It answers the questions directly without rehashing them. This 
can usually be done* Most veterans don*t carry on a heavy cor- 
respondence with the VA and will know exactly what you're talk- 
ing about when you start immediately with your answer* 

Suppose, though, that you do want to refer to the incoming letter* 
Avoid 0 tilted openings such as Reference isi mnde to your letter. 
Instead try one of these-- 

a. Refer to the inquiry by its date only, as Thnnk you for 
your fetter of June 10. 

b. Make the reference to the incoming letter the subject of 
your opening sentence, as Your fetter of Sonteml^er 3, 
teHinU ^ihout your experience in on-the- joii trninin^ uv>s 
very informal ive 



c. Refer to the inquiry indirectly, as The Crf^ftswnniihip of 
Letterwr it infi, which you /isked for in your fetter of 
August 11, is out of print. 

See if you can apply these rules to Exercise 2, on page 2. Write 
your version in the space on the right. Also, don't forgnt our 
first rule about avoiding needless words and information* 

Atfow 3 tninutefi to do the exercise /tnd 5 minutes to di.'iCuss 
it. In this and succeedinti exercises encourage the trainees 
to appfy the rufes afready discussed. Don't, however, antic^ 
ipate the rufes not yet discussed. 



EXERCISE 2 " DON'T REPEAT WHAT IS SAID IN A LETTER YOU RECEIVE 

DON*T REHASH GET TO THE POINT 



1* Reference is made to your letter of : 1. Here is the copy of • 

September 10, 1955, in which you re- : requested in your letter of Sep- • 

quested a copy of . The de- : tember 10, 1955. • 

sired copy is enclosed. • • 
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EXERCISE 2 (Continued) 

DON^T REHASH 



2. 



Receipt is acknowledged of your letter 
of April 12, X955, and we are enclosing 
application .for out-patient dental care 
which please fill out and return to this 
office in ord.^r that we may have the 
necessary information to request your 
dental records and secure a dental ratt- 
ing. 

Reference is maae to your letter of 
July 3^ 1955» submivting suggestions for 
improving the public^xtion^ VA Pamphlet 
- After due vtonsideration and 
of the 



careful review a number 
gestions are being adopted. 



4. 



sug- 



Reference is made to your letter dated 
March 9» 1955» copy enclosed, request^ 
ing a certified copy of letters of admin* 
istration in connection with the estate of 
William Henry French. 

Enclosed is the requested document in 
compliance with your request. 

This is in reference to your letter of 
June 17» l9S4p in which you express 
your opinion regarding the difficulties 
you are encountering because of pre- 
vailing economic conditions. 

Reference is made to your letter dated 
March 14, 1950, copy enclosed. 

The account of Carl Allen Wetzel is 
now located at this office. 

The veteran died February 18, 1950. 



GET TO THE POINT 



2. Please fill out and return to this 
office the enclosed application for 
outpatient dental care. The infor- 
mation in this application is nec- 
essary to secure your dental rec- 
ords for establishing a dental 
rating. 



Thank you for your letter of July 3, 
1955. We are changing VA Pam- 
phlet in line with many of 

your excellent suggestions. 



4. As you requested March 9, 1955, 
a certified copy of letters of ad- 
ministration for the estate of Wil- 
liam Henry French is enclosed. 



Your letter of June 17, 1954, about 
the high cost of living touches on 
a subject of real concern to most 
of us. 



Carl Allen Wetzel, about whom 
you inquired March 14, 1950, died 
February 18, 1950. His records 
are now located in this office. 





The third rule under **Shortness" is-- 


3. Beware of 
roundabout 
prepositional 
phrases 




3. Beware of roundabout prepositional phrases. 


Example 3 on page 3 shows how these phrases can be replaced 
by a single preposition or by other parts of speech or can even 
be omitted. 






Discuss Example 3. 



EXAMPLE 3 



The Finance Officer spoke to me in regard to (about, concerning) your proposal to re- 
duce the clerical cost in connection with (ofT auditing vouchers. 
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EXAMPLES (Continued) 



On « few occasiom (occationallv) wc had trouble getting train reservations, but in the 
majority of instances (usually) we reached the field stations in time to begin confer- 
ence at 9 a. m. 

Please tell us how many man-hours are spent in connection with auditing vouchers. 



I Point out that in this last sentence the underlined phrase can be omitted.! 





See if you can do a similar replacement job for Exercise 3 on 




page 3. 




Ailow 3 minutes to do the exercise And 5 minutes to r/jsci/?rs 


1 


It. 



EXERCISE 3 - BEWARE OF ROUNDABOUT PREPOSITIONAL PHRASES 

INSTEAD OF A PHRASE USE A WORD 



1. 


with regard to 


! about, concerning, on I 


2. 


on the part of 


\ for, among I 


3. 


with reference to 


on, about, concerning I 


4. 


in view of 


because, since I 


5. 


in the event of 


: ^ ^ 


6. 


in order to \ 


to i 


7. 


on behalf of ] 


for : 


8. 


in accordance with ! 


with, by I 


9. 


by means of | 


with, by I 


10. 


in the case of * 


if, in : 


11. 


in the matter of ] 


in * 


12. 


for the purpose of I 


for : 





The fourth rule under ''Shortness*' is-- 


4. Watch out for 
nouns and adjec- 
tives that derive 
from verbs 




4. Watch out for nouns and adjectives that derive from 
verbs. 




There are some words that derive their noun and adjective forms 
by adding endings like in^, iorit tion^ent, ency, and /jb/e to the 
verb. This is best illustrated by a couple of examples. Take 
the verb fifiree and the noun form a^reetnent We can write we 
n^reedt but too often we write we reached an agreement . We 
agreed uses the basic verb; it is shorter and clearer. As an- 
other example take the verb suit and the adjective form suitable » 
We can say This is suitable for you, but it is better to say This 
suits you. 
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Exercise 4 on page 3* uses the pick-up verbs that are most used 
to link nouns and adjectives to a sentence. See if you can con- 
vert them to the basic verb. 

Aflow 3 minrttc^ to do the exercise /?nr/ 5 winutos to c/iscii^j? 
it. 



EXERCISE 4- WATCH OITI FOR NOUNS AND ADJECTIVES THAT DERIVE FROM VERBS 

NOT THIS BUT THIS 



1. 


hold a meeting 


meet 


2. 


take action on 


act on 


3. 


has a tendency to 


tends to 


4. 


is negligent in 


neglects 


5. 


make a reply 


, reply 


6. 


gives his answer to 


answers 





The fifth and last rule under "Shortness*^ is — 


5. Don*t qualify 
your statements 
with irrelevant 




5. Don*t qualify your statements with irrelevant '*ifs." 


"ifs** 


Many times it is necessary to qualify your letters with *4f . 
Suppose you tell a veteran that he has a right to appeal a certain 
action. 

Q. What else might you tell him? 






> What he must do* if he wishes to appeal. 




Many times* however* the **ifs** are unnecessary. For example* 
it is an unnecessary caution to write* ''This information applies 
if there are no changes in the law prior to the time you become 
eligible for benefits.** 




There are no rules to determine when an "if** is pointless. It 
is a matter of asking* ''Is this 'if* necessary?*** and then ap- 
plying good judgment. 


Closing of session 


In our next session we shall study the second part of the 4-S 
Formula - Simplicity. 

Bring your Workbooks with you to the next session. If you wish* 
you can complete in the meantime the items we didn*t have time 
to finish today. 






dose session. 
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SESSION IV 
YOU MEET THE PUBLIC BY LETTER 
(Cmtinued) 



SDfPLiaTY 



Topical outlk 



!• Know your tub- 
ject wc^ll lo 
you can diicuii 
it confidently 
and naturally 



a. Study 



b* Use simple, 

everyday 
language 



Discussion Material 



Give brief sunv^ry of Session III. 

The next part of the 4-S Formula is "Simplicity**. The more 
complex a letter the more difficult it is to understand* One of 
the things you can do to simplify your letters is— 



1. 



SIMPLICITY 

IjCnow your subject well so you can discuss it confi* 
dently and naturally* 



Many of you have a specialized language for your work. These 
specUUzed words may result from the laws with which you work 
or they may be peculiar to your profession or occupational 
group* Often they are single words which have been given a 
special meaning. 

These words are a form of shorthand which usually carry a 
precise meaning to the people in your group. The terms become 
so familiar that you may think that everybody understands them. 
To a member of the public, however, they may be meaningless. 
In a real sense you are the interpreter for the public and must 
know your subject so well that you can discuss it in simple, 
everyday language. 

For example, a doctor may tell another doctor that you have an 
occipital contusion, but he tells you that you have a bruise on the 
bnck of your head. 

Q. What are some of the cpecific things you can do to reach the 
goal set by this first rule? 

Draw out or supply the answers below. The material under the 
answers may be used for discussion. 

a. Study. 

Study all new laws and rules that you will be called upon 
to explain* Make sure of their meaning. Think cf simple 
ways to explain them. 

b. Replace technical, specialized, or unfamiliar terms with 
simple, everyday language. 

Ask yourself if your words and phrases are familiar to 
your readers* Avoid the temptation to carry over into 
your letters the language of laws and regulations. Throw 
away hereto and therein. In lieu of can be changed to 
in p/;K:eof and prior to can become f^fore^ 



SI 



Explain » 
define* or uie 
example! 



d. Oon*t quote 
gobs of laws, 
regulations, 
and instruc- 
tions 



c. Explain, define, or use examples. 

There will be instances when you can*t avoid technical 
words* When this happens, explain what they mean, or 
define them, or use exAmpl<*s to get across your meaning* 

d, Don*t quote gobs of laws, regulations, and instructions* 

Your reader isn*t interested in a long story about Title 
Whatsit of Public Law Whosis* He wants to know whether 
he does or doe8n*t get what he*s asking for« Again, this 
guide is not nn inflexible one* For example, there may 
be times when you do have to refer to a certain law or 
regulation, and you know that your reader isn*t familiar 
with it* Here, of course, you would have to quote and 
might even have to give additional explanations to make 
your letter complete* Don*t quote, however, unless you 
have to, and don *t quote at greater length than you have to* 

Let*s se<i what we can do with the items in Exercise S, on page 4 
of th^ Workbook* 

Alfow 3 minutei9 to fio the exercise /»nrf 5 minufes to fliscuss 
it. 



EXERCISE 5 * REPLACE TECHNICAL, SPECIAUZED OR UNFAMILIAR TERMS WITH 
SIMPLE, EVERYDAY LANGUAGE 



NOT THIS 



BUT THIS. 



1* 


pursuant to our agreement 


• 


as we agreed 


2* 


hold in abeyance 


• 
* 
* 


wait, pos^tpone action 


3* 


interrogate the claimant 


* 
* 
* 
* 


ask (question) him 


4* 


be cognisant of 


* 
* 

* 


know, notice, be aware of 


5. 


such agreement 


* 
* 
* 
* 


this agreement 


6* 


said application 


* 
* 
* 


this applicatic 


7* 


per your request 


* 

* 

•> 


as requested 


8* 


subsequent to 


* 
* 
* 


after 



In addition to "hereto^* and "t. erein'* list ethers of the "here and "there 

family that c^n be thrown away* 



tie re with 
herei n 
hereby 
hereof 



hereon 
therewith 
thereof 
thereon 
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The terms in Exercise 5 are the kind that many people might 
fall into the habit of using. Let*8 discuss some which relate 
directly to your work. 

Give stotpe terma :tDpropriate for the Uroup or for members of 
the group. Ask the firouP to nut them in simpler lan^un^e, A 
few exfimp!ex of the type of terms you mif^ht use and of su^^est- 
ed rewording are as fottows: 



NOT THIS 

Request a redetermina- 
tion. 

You are now medically 
infeasible. 

The delimiting date for 
beginning training . • • 



BUT THIS 

Ask to have your claim 
reviewed. 

You are now physically 
unable to 

The deadline for begin- 
ning training • • . . . 



You may not get much response to the quest ion^ because^ as 
went ioned, the special i zed terms may be so familiar to the 
group that they assume they are familiar to others. If this 
happens, point it out and go directly to a reading of the 
original and revised version of Example 4 below^ which ap- 
pears on page 4 of the Workhodk . 



EXAMPLE 4 



Original 

You are eligible with a numerical rating of 85. 
and will be certified when within reach 

Revised 



You have been placed on the register 



You received a mark of 85 and have been placed on the list of those who passed the 
examination. Names will be sent to fill jobs beginning with those who received the 
highest mark and so on down the list* 



Notice that the revised version of Example 4 is longer than the 
original version* 

Q. Does this mean that we have not followed the first part of the 
formula shortneas? 

Draw out or suoPty the following answer: 

- Noy because we have said that you should use all the words you 
need to carry a message clearly^ correctly^ and courteously^ 
but no more* 

In line with our experiment you may find it helpful^ when you 
^ave a chance^ to draw up a list of the terms peculiar to your 
work and then to find plainer ways of expressing them. 



The second rule under *' Simplicity* * is-- 



2* Use short words» 
short sentences » 
and short para*- 
graphs 



Z» Use short words » short sentence s» and short para- 
graphs* 
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We mentioned before the tendency to use big words to impress 
the reader. 

We stated that this is more likely to maks him angry than to 
impress him. In addition, it make^ our writing more difficult 
to understand. 

None of us talks about his remuneration, It*s plain pay. We 
wouldn*t say we are domiciled in the country. We simply live 
there. If it*s good taste to talk with little words, it is also good 
taste to write letters with them. 

Perhaps £xercise 6 on page 5 includes some of your king-size 
favorites. Let*s try to write down 3ome regular- size substitutes. 

Allow 3 minutes to do the exercise and 5 minutes to discuss 
it. 



EXERCISE 6 ■ USE SHORT WORDS 

NOT KING SIZE BUT REGULAR SIZE NOT KING SIZE BUT REGULAR SIZE 



accomplished 


1 done 


limited 


! small 


accumulate 


! gather 


1 locality 


1 place 


acquaint 


! tell, inform 


1 locate 


: find 


ameliorate 


\ improve 


i materialize 


1 happen 


approximately 


» about 


! modification 


! change 


ascertain 


1 learn 


! numerous 


! many 


assistance 


\ help, aid 


1 objective 


! aim 


commence 


1 begin 


possess 


! have 


f:ommitment 


! promise 


practically 


1 almost, nearly 


c onununic ation 


! letter, telegram, etc. 


I proceed 


• go 


contribute 


1 give 


procure 


get 


demonstrate 


! show 


! promulgate 


issue 


determine 


\ decide 


! regarding ! 


about 


develop 


\ happen « 


1 respecting 


about 


endeavor ! 


: try : 


1 secure 


get 


equivalent 


1 equal 


— ^Submitted 


1 sent 


evacuate 


I remove 


• substantial 


! large 


expedite 


1 hasten, hurry 


! sufficient 


! enough 


furnish 


; give 


1 terminate 


1 end 


inadvertency- 


\ error, mistake 


\ utilize 


use 


indicate 


\ show 


» verification 


! proof 


initiate 


1 begin 


! visitation 


visit 



Again the matter of jLudgment enters the picture. The problem 
is to find the word which best carries the meaning. Don' t thro^ 
aside a word/us^ because it is long; do try to think of a shorter 
word that carries the meaning as well. 

The rules we have di^i .ussed will help you write short sentences, 
particularly the rule on avoiding needless words and needless 
information. Also, don*t forget that your reader does not have 
the inflection of your voice to use as a guide. Pause for breath 
by using periods. Try to write sentences of not more than 
21 words in length, but don*t go to the extreme of making them 
choppy. 



ERIC 
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Let*8 edit the sentences in Exercise 7 on page 5 and try to 
shorten them by using periods or by using fewer words. 

Allow 3 minutes to do the exercise and 5 minutes to diactiss 
it. 



EXERCISE 7 - USE SHORT SENTENCES 

Edit the following items and shorten the sentences: 



I The editing shown below does I 
I not appear in the Workbook. I 



It 



On 



1. Morale is both an individual and a group possession, each 



interacting upon the other , and it I v^ould be difficult, for ex- 



ample, to maintain a high group morale among individuals who 
were harassed by personal worries. Studies in the field of in- 
dustrial personnel show that failure during work hours may be 
due to conditions of a personal nature and wholly unrelated to 



occupation , but, on the other hand, a group morale may help 
tide over an individual who is perplexed and distressed by per- 
sonal xnatters. 



The : 

This allows * 



These • 

*. Because • 



We: 



Destroy 
after ; 



2. The content of top-level supervision has been changing over the 

trend is to delegate 



past twenty-five years 



inasmuch as the 



more authority to line supervisors allowing 



executives to 



use their time for planning and directing. 



3. 



Although these pamphlets have been prepared to help a veteran 

we could not 



, because 



in his interview with an employer 
foresee the demand they are not available in quantity at present 
will be glad to reprint additional copies if enough 



, but ^ e 



veterans ask for them. 



: ' 4. 


It is requested that all 


Forms 20,- 
1 


XX in use at the present 




time be destroyed subsequent to 


receiving revised Forms 



20-XX. 
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Long paragraphs can be broken up easily. Remember that all 
sentences in a paragraph should relate to a single idea, but that 
does not mean all sentences related to one idea must be kept in 
one paragraph. Try to break your paragraphs so that they 
average not moze than 7 lines. 

This doesn't mean that you will have to count words and lines. 
Simply look over the page. Do many sentences run over two 
lines? Do the paragraphs }ook forbidding? 

Again let's mention the importance of meaning. Don't break up 
sentences and paragraphs just because they are long; do break 
them up if it makes the meaning clearer or the letter easier to 
read. 



The third rule under "Simplicity'^ is-- 



3. Be compact 



3. Be compact. Don't separate closely related parts of 
sentences. 



The three sentences in Example 5 on page 5 show the change 
that can result from the different location of a word. The sen- 
tences are the same except that the word •'only" is in a differ- 
ent spot. 

Q. What are the different meanings of these sentences? 

Through discuss ion brinf^ out the me f^n in/is indicated below on 
the ri^ht. 



EXAMPLE 5 



a. Rogers only came to the office on 
Tuesday. 

b. Rogers came to the office only on 
Tuesday. 

c. Rogers came to the office on Tuesday 
only . 



Rogers was the only one who came 
to the office on Tuesday. 

Rogers didn't go anyplace other than 
the office on Tuesday. 

Rogers didn't go to the office on any 
days other than Tuesday. 



The word "only" is a single-word modifier which is trouble- 
some. The most troublesome, however, are the group-word 
modifiers. 

In Exercise 8 on page 5 we have some rules for controlling 
troublesome modifiers. Let's apply these rules to the examples. 

ftefvi each rule in succession. Ask the groun how the sentence 
could be improved by apply in^ the rule. After the ^rouP af^rees 
on a revision tell theitf to write it in the ri^ht hand column. 

This exercise t unlike the preceedinf^ ones, should be com- 
pleted. There fore t it may take more time. You may have to 
use qttest ioning to help the trainees. For example for item 3 
you could ask^* 



ERIC 
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'*Whi=it is the subject^'* (Anpf idt inns , ) 
**¥fhat is the vertP" (Were accepted.) 
**ffow cin we ^et them cfoser tof^ether"^" 



EXERCISE 8 - BE COMPACT. DON'T SEPARATE CLOSELY RELATED PARTS OF SEN- 
TENCES 

CONFUSED BETTER 
Boil them down, shortening the sentence ai^ well as siniplifying it. 



1. Mr, Harris, who is the attorney for the 
defendant , said he would appeal. 

2. The delay in answering your letter, 
which is to be regretted , was not be- 
cause of our lack of interest. 



Mr, Harris, the defendant's attorney , 
said he would appeal. 

The regrettable delay in answering 
your letter was not caused by our 
lack of interest. 



Keep the key verb near its subject and object or within easy reading distance. 



4. 



Applications from handicapped per- 
sons in the nearby cities were also ac- 
cepted. 

The supervisor believed* as did mem- 
bers of his staff during the rush season , 
that it was necessary to work overtime. 



Applications were also accepted from 
handicapped persons in the nearby 
cities. 

Like members of his staf f, the super- 
visor believed that it wa[fi necessary 
to work overtime during the rush 
season. 



Don't try to say too much in one sentence. (Make a new sentence out of the modifier.) 



5. When a disability annuitant recovers, 
his annuity is continued for a period 
not exceeding one year, provided he is 
not reemployed by the Government dur^ 
ing this period , in order to give him an 
opportunity to find a position. 



When a disability annuitant recovers, 
his annuity is continued temporarily 
(not more than one year), to give him 
an opportunity to find a job. If he is 
reemployed by the Government within 
the year, his annuity stops. 



Keep an unmistakable relationship between the modifier and the modified. 



7. 



Hibtorians may be cheated of many 
valuable papers by hiding them in file 
cabinets . 

The enclosed booklet explains what the 
family should do when the worker dies 
to collect insurance. 



Historians may be cheated of many 
valuable papers hidden in file cabi 
nets. 

The enclosed booklet explains what 
the family should do to collect insur- 
ance when the worker dies. 



ERIC 
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The fourth and last rule under "Simplicity" is — 



ERIC 



4, Tic your 
thoughts 
together 



a. Parallel con- 
struction 



4. Tie your thoughts to<^ ether. 



If you do this, your reader can follow you from one thought to 
another without getting lost. There are three ways of doing this. 
The first is called — 

a. Parallel construction. 

In this method the first statement prepares you for what is 
to come. The following sentences are constructed in the 
same or a similar way. Example 6 on page 6 illustrates this 
method. 

/?eac/ Exampte 6 aioudt and point out the use of parallel mn'^ 
struct ion. 



EXAMPLE 6 



Suburbia has many recreational facilities. Two parks provide picnic areas and scenic 
attractions. A swinwuing pool, golf course, and many tennis courts are located within 
the city. Several fine fishing lakes and streams are nearby. Game is plentiful in the 
surrounding forest areas. 



b. Echoes 



EXAMPLE 7 



This method is most useful in reports. The second method 
uses-o 

b. Echoes. 

As indicated by the name, this method repeats a word from 
the last sentence. You can also use a word that stands for a 
word or words in the last sentence, or words that suggest a 
relationship to the last sentence. 

Example 7 on page 6 shows the use of this method. 

Read aloud example 7, he low. Ask the ^roitp to identify the 
echo words and to tell how they connect the sentences. By 
que^t ion in^ brin/i out fact that words that echo the last 
thought should he kept near the be^inni ^ of the new one. 



The report of the committee has been re- 
ceived. The chairman of this 



committee 



A word from the first sentence. 



is Mr. Judson, whose judgment is very 
sound. I He| tells me that the plans for 



our building are well drawn. They [ may 
require some changes because of a re- 



^The pronoun stands for Mr. Judson. 
"^The pronoun stands for plans. 



duced budget. This | should not take long. 



The pronoun stands for the last 
sentence. 

(NOTE: The **balloon8" do not 
appear in the Workbook.) 



The last method of tying your thoughts together is by the use of»- 



c* Guideposts 



c* Guideposts* 



These are words that prepare your reader for the turn the 
new thought will take* 



Exercise 9 on page 6 shows the use of this method* 



Re/*fi exercise 9 through exnl/tinin/i the u^e of the under f incH 
(iuide word. Then /isk the trainees to fill in addit tonal (^uide 
words of the same type in the SDace provided. Allow 3 minutes 
to do the exercise and 5 minutes to discuss :t. During the 
discussion brin/i out reasons vhy ** however** and ** there fore** 
should not be overworked and should not he used indiscr imi ^ 
nately» 



EXERCISE 9 - GUIDEPOSTS 

EXCEPTIONS - Guideposts signifying pxi exception to what has just been said or im- 
plied: 

The question was easy; but ( I however, still, even so, nevertheless * ) none of us 
knew the answers* 

CAUSE OR EFFECT - Guideposts putting the reader on notice that the new thought 
states the cause or effect of what has just been said: 

We found no Federal codes to govern these cases; thus (* therefore, consequently, I 
I hence, accordingly, sol) the State laws alone must decide them* 

TIME OR PLACE - Guideposts telling the reader where he is in order of what has 
gone before: 

The property was first appraised. Next ( * then, afterwards, subsequently, * 
* secondly I ) the question of ownership was settled* 

ADDITIONS - Guideposts warning the reader that more is to be added to th.e thought 
in the last sentence: 

The letter is too long; besides ( t moreover, furthermore, what's more, and, too • ) 
look at the misspelled words* 



Closing of session 



In our next session we shall study the remaining two parts of 
the 4-S Formula - Strength and Sincerity* 



Bring your Workbooks with you to the next session* Again, if 
you wish, you can complete in the meantime the items we didn't 
have time to finish today* 



Close session. 
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SESSION V 
YOU hfHET THE PUBLIC BY LETTER 
(Concluded) 



STRENGTH 



Topical outline 


Discuseion Material 


1. Use concrete, 
specific words 


Give a brief summary or Session IV, 

The third part of the *'4-S" formula is **Strength". If you use 
weak words, if you hedge uxmecessarily, and if you hide your 
answers, then your reader wil]^ have difficulty getting the mean- 
ing you intended to convey. One of the things you can do to make 
your letters stronger is-- 




STRENGTH 
1. Use concrete, specific words. 


When we were children we tended to use a few words for many 
situations. This is illustrated by the story of the teacher who 
said, *'You students use two words for everything. One is 
'sweir and the other *ain't'." A student then asked, **Well, what 
are the words ? " 

"Swell" has been replaced in turn by ,ute*', '*keen*', **hot*' 
and ''cool**, and undoubtedly future generations will have many 
similar words of this type. 

Unfortunately, we do not lose our fondness for these vague words 
when we grow up. We often use words that have so many mean* 
ings or are so general that the exact thought is often not clear. 
For example, suppose we ask somebody to **handle** a request. 
Should he review it to see that it has all necessary information, 
should he check to see that it meets legal requirements, should 
he approve or disapprove it, or just what should he do? 

It takes more effort, but we should try to use concrete, specific 
words that carry our meaning exactly. Let's try our hand at 
converting some of the more common generalities in Exercise 10 
on page 7. 

Allow 3 minutes to do the exercise and 5 minutes to discuss 
it.. 



EXERCISE 10 - USE CONCRETE, SPECIFIC WORDS 

VAGUE MORE PRECISE 



1. I am of the opinion I I believe (think) 



2. Your interesting letter I Your constructive (thoughtful, chal- 

• lenging, delightful , etc.) letter . . . 



61 



EXERCISE 10 (ConUnued) 



VAGUE 



MORE PRECISE 



3. It wag nice of you 



4. Experience has indicated 

5. Instances of disease are infrequent * 



6. CXir turnover compares favorably with 
the government average. 



7 . Your application is under consideration. 



8. We shall appreciate your giving this 
matter your attention. 



It was good (kind, considerate, etc.)« 
of you. 

Five stations have reported . . 

There has been no smallpox and only 
one case of typhoid fever . 

Our turnover is . . . percent which is 
. . .percent less than the government 
average. 

We are reviewing { examining^ check* 
ing ) your application. 

Please complete and return the apoli* 
cation (or) We shall appreciate your 
comments on this plan. 



2. Use more active 
verbs 



In addition to vague words there is the problem of generalities. 
For example, the rule might be that an application must be filed 
within 30 days of the date of the applicant's letter or within 90 
days of the dateof original application, whichever is later. There 
is a temptation to quote such a rule and let the applicant figure 
out the specific date. Resist the temptation; remember that the 
letter is intended for one person. Figure out the specific date 
and tell him. Similarly, you can write about **absence of satis- 
factory evidence'* when you're talking About a group of cases, 
but if you're writing about one man, say, if possible, what spe- 
cific evidence v;^a8 lacking. 



Another way to strengthen your letters is by our second rule- 



2. Use more active verbs. 



The greater strength gained by using an active verb in place of 
a passive is shown by'the alteration of Leigh Hunt's well-known 
poem in Escample 8 on page 7. 

Read example 8 and ask which form is stronger. 



EXAMPLE 8 



ACTIVE 

Jenny kissed me when we met 

Jumping from the chair she sat in 
Time you thief, who love to get 

Sweets into your list, put that in: 
Say I'm weary, say I'm sad 

Say that health and wealth have missed me 
Say I'm growing old, but add 

Jenny kissed me. 
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EXAMPLES (ConUnued) 



PASSIVE 



I wag kissed by Jenny when we met 

Jumping from the chair she sat in 
Time you thief, who love to get 

Sweets into your list, put that in: 
Say Vm weary, say I'm sad 

Say that health and wealth have missed me 
Say I*m growing old, but add 

I was kissed by Jenny# 



In the active form Jenny, the subject, is performing the action; 
in the passive form the subject is receiving the action. It is easy 
to spot the stronger form in this example. It is not as easy to 
put verbs to work in our own writing* See what you can do to 
put them to work in Exercise 11 on page 8, and particularly see 
if you can get rid of the preposition "by'\ that little friend of 
the passive verb. 

Allow 3 minutes to do the exercise and 5 minutes to discuss 
it. 



EXERCISE 11 - USE MORE ACTIVE VERBS 

NOT PASSIVE 



BUT ACTIVE 



1. The meeting was attended by Mr. Jones. 

2. The lower court's decision was upheld 
by the Supreme Court. 

3. Your letter was read by the manager. 

4. Your application w&s approved by this 
office. 



It is believed by this office that 

It is understood that 

It is desired that we receive » . . 



8. An immediate reply would be appreci* 
ated by this office. 

9. The question was raised by you. 



Mr. Jones attended the meeting. 

The Supreme Court upheld the lower 
court*s decision. 

The manager read ycur letter. 

We approved your application. 

We believe that 

I understand that ..... 

We would appreciate receiving 

We wou*d appreciate an immediate 
reply. 

You raised the question. 



Don't get the idea that you should never use passive verbs. 
Example 9 on page 8 gives some illustrations of their use. 

Read Example 9 aloud. If f^roup understands it, go on. If 
group doesn't understand it, discuss as necessary. 
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EXAMPLE 9 

Passive verbs are useful: 

1. When the doer or the action is less important than the receiver. 

M**. Smithes oldest child is called John. (Here the receiver of the action, 
'*The oldest child**, is more important that the doer **Mr. Smith**.) 

2. When needed emphasis is gained by putting the name of the act or of the doer at 
the end of the sentence. 

Divorce laws are enacted by the States. (This wording emphasizes the fact 
that the laws are not Federal.) 

3. When the doer ia not known or may not be named. 

Much has been said for and against the Taft-Hartley Act. 



3. Don*t explain 
your answer be- 
fore giving it 



The third rule under "Strength** is-- 



3. Don*t explain your answer before giving it. 



Give your answer; then explain if necessary. Think of your re- 
action when somebody told you a story and kept adding detail 
after detail. You probably thought, **When is he going to get to 
the point ?•• 

Keep your readers from thinking this. Whenever possible, get 
to the point right away; then explain if necessary. You may find 
out th«it with this method you don*t need as much explanation as 
you thought. Let*s compare the two approaches shown in Ex- 
ample 10 on page 8, 

Read Example 10 and discuss it with the group. 



EXABIPLE 10 



DON*T BEAT AROUND THE BUSH 

This is in reference to your application 
for 



Public Law_ 



_ provides (you then 
quote the law to show who is eligible for 
M;hat and in what amount.) 

(And at last you say.) In accordance 
with the above your application has been 
approved for payments in the amount of 
$ , effective . 



GET TO THE POINT 



Your application for. 



_has beevi ap- 



proved. You will receive (amount anc. kind 
of payment) beginning (date). 

(Now, if you add anything, your reader will 
be patient. By getting to the point you vill 
be more likely to limit the additional in- 
formation to that needed by your reader.) 



4. Don*t hedge 



The last rule under "Strength** is-* 



4. Don*t hedge. 
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There will be times when you have to use such expressions as 
"normally" and "ordinarily* \ They should be used, however, 
only when there is a reason* Wlien you hedge needlessly, your 
statements lose force* You raise needless doubts in your 
reader's mind and cause needless correspondence* 

We mentioned "normally" and * 'ordinarily" as hedge words; 
let's write down some other examples in Exercise 12 on page 9 
so that we can be on the lookout for them* 

4 Mow 3 minuter to do the exercise Pnd 5 mtnutes to discuss 
If. 



EXERCISE 12 - DON'T HEDGE 



In addition to ''normally" and "ordinarily" write down other hedge .ords* 



* apparently 


as a ' sual case 


in most cases 


it appears 


generally 


in many instances 


* seemingly 


in general 


seems to indicate 


it seems 


as a rule 


commonly 


usually 





SINCEMTY 



Topical outline 


Discussion Material 






The last part of the "4-S" formula is "Sincerity"* 




We mentioned before the goal of writing letterswhich are clear, 
concise, courteous, and friendly* Sincerity is the part of the 
formula which is most important in making your letters courte*- 
ous and friendly* It will help you most in achieving the human 
touch* It will be most effective in convincing your readers that 
they are dealing with people who have a genuine interest in 
serving them with patience, sympathy, and understanding* 




In trying to achieve the human touch you should, when writing, 
keep in mind the way you talk* We have a demonstration which 
shows what happens when you don*t do this* 






Present the demonstration outlined in Appendix V^A, 




Nobody can tell you exactly how to make your letters sincere 
We can discuss, however, how to avoid some of the things that, 
rob letters of sincerity* First-- 






SINCERITY 


1* Be human 




1* Be human* 


a* Use personrl 
pronouns 




a« Use personal pronouns: Remember that you*re writing 
to a human being even if you don*t meet him face-to- 
face* Use pronouns like you, he and she, rather than 
taiki ^ about applicants and veterans. Don *t deperson- 
alize yourself either* Write J or we instead of this of- 
fice and this agency. 
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b. Use proper 
names 



c. Use names 
that stand for 
human beings 

d. Avoid the im- 
personal 
passive 



b» Use the proper names of the people ycu write about : 
Write James Smith and Jfr. Green instead of thr c fntW' 
ant and the above^nfmed veteran, 

c. Use na ' ^ that stand for human beings: Child » wife, 
husband d so on. 



d. Avoid the impersonal ^assivfe» such as "it is believed ", 



'' ^it is understood **: We mentioned this under **using 



more active verbs.*' Gain the pe**8onal touch by writing 
I believe or we understand. * If you do have to refer to 
the agency use This a^en^y recommends rather than 
It is recommended by i}*is af^ency, 

Let*s try some practice on th'iA with Exercise 13 on page 9. In 
some of these examples you >rill be able to add a human touch 
by using a proper name. Use whatever name you wish. 

Allow 3 minutes to do the exercise nnd 5 minutes to discuss 
it. 



EXERCISE 13 - BE HUMAN 

NOT IMPERSONAL 



BUT HUMAN 



1. The applicant must file application by 



2. The above-named veteran's account is now 
located at this office. 



3. Mr. Young's dependent . 

4. It is suggested by this office 



5. The personal signature of each payee is re« 
quired. 

6. It is believed by the undersigned . . . 



You must apply by 



The account of William Henry 
French is now located at this 



office. 

Mr. Young's d aughter. 

This offi ce suggests (or 



better yet; We^ suggest. 
Your personal signature is re* 



quired. 
I believe 



2. Admit mistakes 



The second rule under "Sincerity" is- 



2. Admit mist&kes. 



Suppose you notified JohnJ^. Smith of a shortage on ^lis account, 
which was actually a shortage on John N. Smith's account. You 
discover the error and write to John M , 

Exercise 14 on page 9 shows four ways in which you could re* 
ply. The first three are "don't" ways; the last is a "do" way. 
Let's see if we can fill in the headings. 

Q. What would you be doing if you used the first way of answering? 



Allow the t^roup time to read item a of Exercise 14 below. 
Then draw answers such as **you would be avoiding the mem sen 
of a mistake", '*you would be i^norinf^ the mistake. * 



EXERCISE 14 - ADMIT MISTAKES 



a. • Don't ignore mittakeg . 



Please disregard the notice forwarded to you on April 1, 19S4. The records 
of this office indicate that your account is in good order. 



a. Don*t ignore 
«nl stakes 



Yes, the first heading is **Don*t ignore mistakes. 
Q. What h^>p^^8 to your reader when you do ignore mistakes? 

- He is puzzled about exactly what happened. 

- He doesn't know exactly what has happened. 

- He may h't angry at getting incomplete information. 

- He probably develops a poor opinion of the VA. 

Q. What would you be doing if you used the second way of replying? 

Allow the ^roup time to rt^nd stem b of Exercise 14 he low. 

Draw answers such as **Ycu would be hidinfi your mistakes", 
**You would be covering up by implying that somebody else is 

responsible, ** 



Don*t cover up mistakes. 



It ha 9 come to the attention of our Accounts Division that the notice forwarded 
to you on April 1« 19S4« was in error. A check reveals that your account is 
in good order. 



b. Don't cover 
UD mistakes 



YeSf thxs hesding is "Don*t cover up mistakes* 
Q. Wha.t h^pens to your leader when you do try it? 
He wonders how "iv came to your attention. " 

- He still feels that it is the fault of the VA, despite efforts to 
put the Hiame on the Accounts Division. 

- He probably develops a poor opiiJon of the VA. 

Q. What about the third way? What would you be doing by using 
this way? 

Allow the group time, to read item c of Exercise 14 below, 
Draw answers such as, "You would adnit the mistake, bt* * then 
try to 'snow* the reader with a lot of words\"You would be 
giving a lot of explanation tr.at really wouldr't change the 
mistake. ** 
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c. • Don't try to remedy mistakes with meaningless words * * 



During a recent review of accounts it was discovered that you were notified 
on April 1, 1954, of an outstanding shortage on your account of $25.00, whereas 
the account is, in fact, in good order. 

It will be appreciated that the large volume of work with which this office is 
confronted and the current personnel shortage, render it virtually impossible 
to completely eliminate small errors of this nature, particularly those origi- 
nating because of a similarity in names. This office wishes to assure you, 
however, that every effort is being made to give the best possible service and 
to prevent the recurrence of errors. 



c. Don't try to 




Yes, we might summ; rize this as "Don't try to remedy your 


remedy your 




mistakes with m'.aningless words. " 


mistakes .vith 






meaningless 


Q. 


What happens to your reader when you try to do this? 


words 








> He gets lost in all your words. 






- If he doesn't get lost, then he is irritated at your attempts to 






deceive him. 






- He probably develops a poor opinion of the VA« 




Q. 


How could we complete the last heading? 






Allow the ^roup time to rend itetr cl of Exercise 14 be low;. 






Draw the nnsvrer "Do admit mistakes." 



d. • Do admit mistakes . I 



We made a mistake in notifying .you on April 1, 1954, that your account w2ls 
overdue $25.00. Our notice must have been confusing to you, because you 
have always been prompt with your payments. The fact is that your account 
is in good standing with no payment due until July 1, 1954. 

Please accept our apology and our assurance that we will be more Cc,reful in 
the future. 



d. Do admit 
mistakes 



Yes, this heading is **Do admit mistakes. " Whenyou do "goof," 
say so in plain language. 

Q. What does this type of reply do to your reader? 

-> He knows exactly what has happened. 

-> He knows what has been done about it. 

- He is more likely to be convinced of your sincerity. 

- He has a much better opinion of theVA than if any of the other 
ways of replying had been used. 

- He is even likely to have a good opinion of the VA. He knows 
that mistakes can happen and he knows that 't is the reliable 
person or agency whic^ frankly admits them. 



ERIC 
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3* Don*t overwhelm 
your reader with 
intensives and 
emphatic • 


The third rule under **Sincerity** is — 




3* Don*t overwhelm your reader with "intensives** and 
"emphatics**. 


Intensive* include adjectives and adverbs like ''highest**, 
''deepest**, "very much**, "extremely**, "undoubtedly**, and so 
on. When used too freely, they lose their effect* To go back to 
the story that I told when we were talking about concrete words, 
when everything is "swell**, then nothing is "swell**. Use in- 
tensives with discretion. 

The same caution applies to emphatic s which call special atten-* 
tion to a statement. An example is item 6 in fbcercise 1$ "It 
should be noted that . . .**. 

Q* Do we have any other emphatics in Exercise 1? 

Throu/ih discussion let the t^roup point out items 4, 5, and 8 
as emphatics. 

An occasional well chosen emphatic, like an occasional inten-* 
sive» will have the desired effect. But useless emphatics give 
the reader the impressions that we are padding, that we are 
laboring to put our facts across, or that we are trying to con- 
vince ourselves* 

Q. In Exercise 1, what did we decide could be done with useless 
emphatics? 

Wait for answer that they can be omitted. 

Yes, we can omit them and rephrase the sentence to place the 
emphasis on the important words. 


4. Strive for a 
courteous and 
friendly tone 


The last rule under "Sincerity** and the most important rule in 
meeting the public by letter is — 




4. Strive for a courteous and friendly tone. 


The question of tone gets to the question of how a letter sounds. 
Does it sound impertinent or tactless, or doee it sound the way 
VA letters should-->that is, courteous and friendly. 

A humorous, true example of an unfriendly letter is shown in 
Example 11 on page 10. It was written by Sitting Bull to Col. E. 
S. Otis, in command of a military wagon train, four months after 
the disaster popularly known as "Custer*8 Last Stand. 

Read Example 11 » 
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EXAMPLE 11 

I want to know what you are doing travelling on this road. You scare all the buffalo 
away. I want to hunt in this place. Iwant youtoturn back froni here. If you don^t I will 
fight you again. I want you to leave what you have got here and turn back Irom here. 

I am your friend 



SITTING BULL 

I mean all the rations you have got and some powder. Wish you would write as soon 
as you can. 



This letter meets the rules that we have discussed. It is short, 
simple, strong, and personal. However, despite Sitting Bull's 
protests, it is not friendly in tone. 

The letter also brings out the point that while the rules we have 
discussed up till now are important in determining the final tone 
of a letter, they are not sufficient in themselves. This is be- 
cause tone is not what you say, but how you say it. Tone is the 
''something extra." It is what reveals your attitude toward 
your reader. 

Here again, nobody can tell you exactly how to strike the appro- 
priate tone. We can discuss, however, some of the faulty tones 
and what to do to avoid them. 

You must think how your reader will feel when he reads what 
you have written. Writers may often become accustomed to 
certain phrases and sentences without realizing the jarring effect 
they produce on the reader. Even mor** jarring is the transla- 
tion which the reader makes. Let^s try translating the items in 
Example 12 on page 10. 

Discuss Example 12. For each item ask the ^roup to su^^est 
for the writer's words the translation which the reader might 
make. Then discuss what can be done to avoid the faulty tone.^ 
A sample translation and discussion material is shown below. 
Allow 10 minutes. If this time is insufficient , it will be 
worthwhile taking some extia time, because this is one of the 
most valuable discussions. 



EXAMPLE 12 

1. You deserve no consideration. 



I Translation; If you want to be nasty, we can play at that game too. * 

. You won^t get any sympathy from us. (or) You have sent in such a 

• flimsy claim that we shouldn^t even take a second look at it. 

• . 

• Discussion: Never reply to an unreasonable or offensive letter by . 

• adopting the same tone. This just starts a chain reaction. In addition, * 
\ it doesn^t do the job - that is, it doesn^t give service. * 
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EXAMPLE 12 (ConUnued) 

2« Your misunderstanding of our policy prompts your accusation that 



* Translation : If you weren't so dull that you couldn't understand our * 

policy, you wouldn't accuse us of • 

• • 

\ Discussion : See discussion under 1 above. | 



3. Mr. Doe, whom you recommend, is not qualified. 



I Translation : What are you wasting our time for recommending un- * 
qualified persons like Mr. Doe? 

* Discussion : Why go out of the way to contradict? The writer probably * 
didn't know the requ^xements of the job in which Mr* Doe was interested. \ 
Use a positive approach. Thank the writer for his interest. Suggest 

I other positions for which Mr. Doe might be qualified or other agencies * 

. where he might apply. 



4. Do you actually mean it when you say 



\ Translation : You couldn't be so stupid as to actually mean that 
* Discussion: Don't question meanings or motives. 



S. You misunderstood our letter. 



• Translation : Our letter was perfectly clear. You're just too dumb to \ 
understand it. 

• Discussion: Perhapr he did misunderstand the letter but it doesn't * 
. serve any purpose to tell him so. Besides, if he did misunderstand it, • 

• maybe it wasn*t a good letter. Avoid reference to the fact that infor- • 
I mation was supplied in an earlier letter by such statements as *'You * 
. were informed as stated in letter of ,'• "As you have • 

• been repeatedly informed," "Your attention is again called to the fact • 

• that 



6. You will send us this information without fail by 



I Translation : You better send us this information by , or \ 

* we*ll know what to do about you. Buddy. • 
. ■ 

* Discussion : Don't command him. Give him the facts. Ask him for the * 
information in a courteous manner, and tell him why it is necessary to • 

* have it by a certain date. 
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EXAMPLE 12 (ConUnu ed) 

7. We do not wish to comply with your request for 



\ Translation: We could grant your request, but we just don*t want to be 

• bothered with it. 

• * 

\ Discussion: Don*t be arbitrary. Explain why you can*t do what he \ 

• wants. Don*t let him feel he*s getting a brush-off* 



8. Your undated letter 



• Translation : We have received your letter, which you were too care- * 

• less to date. • 
. • 

I Discussion : Why bother telling him that his letter was undated? If he * 

• doesn't want to date letters, that's his business. Our business is to • 

• give him information. * 



9. We exceedingly regret the necessity of calling your attention to 



Translation ; A thousand pardons, honorable sir. Forgive this humble 
servant for daring to mention that * 

Discussion: Be sparing with apologies. Sympathize, but don*t be ob- 
sequious. Complete information is more useful than regrets. | 



10. You will understand after further thought that we cannot 



• Translation : We'll explain again, and if you apply your little brain ] 
I maybe you'll get it this time. 

. . 

• Discussion: We are supposed to be experts in our fields; our readers | 
I are not. Don't try to impress with expertness. A friendly, understand- 

• able letter is much more impressive. 



11. We must tell you that you may defer payment until 



• Translation: We hate to tell you this. However, since you twisted our \ 

• arm, we will grudgingly admit that you don't have to pay until 

• Discussion: If he has extra time to pay, tell him willingly. There is \ 

• no need to tell him grudgingly. 



12. Your letter was addressed to the wrong office. We do not employ geologists. 



• 

• Translation; Whatever made you think we would employ geologists ? 

• Go away, boy, you bother us. 
. 

• Discussion : Try to help him; tell him who does employ geologists. If 

• you don't know, tell him you are sorry you can't help. 
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EXAMPLE 12 (ConUnued) 

13* You claim that you did not receive the application* 



* Translation : You can*t fool us. We know you received the application * 
i and promptly lost it* * 

* • 

* Discussion: Why express doubt? You would resent the veteran*s say- 
ing this to the VA and you* He resents it also* Take his word for it and I 
send him another application* 



WHAT ABOUT SUPERVISORS? 



Topical outline 


Discussion Material 


What can super- 
visors do to help 
subordinates apply 
4-S Formula? ' 


Q* What about siqpervisors? What can they do to help their sub- 
ordinates apply the 4-S Formula? 

Draw out from the ^roup or supply the following answers: 


-Show the way 


- Try to write clear, concise, courteous, and friendly letters 
yourself* Your subordinates will not be encouraged to make 
an effort unless you show them the way* 


-Add to the per- 
formance re- 
quirements the 

clear, concise, 
courteous and 
friendly letters 


- Be sure that your subordinates understand and accept the goal 
of writing such letters as part of their performance require- 
ments* 


-Concentrate on 
major weaknesses, 
not on minor points 


- Remember that it costs money to revise* Concentrate on 
major weaknesses rather than on minor points* 


-Don*t force your 
style on others 


- Remember that no two people express themselves exactly 
alike* Don*t try to force your subordinates to use your style* 


-Ask the writer to 
make revisions, 
rather than making 
them yourself 


- Ask the original writer to revise unsatisfactory letters* Give 
suggestions for improvements. If you revise the letters your- 
self, your subordinates do not have an opportunity to learn. 
Encourage them to develop a critical attitude; a good writer 
is his own most careful critic. 


-Give credit 


- Give credit. Commend good letters or good portions of letters* 
Circulate copies of good letters. 


-Develop lists of 
familiar terms to 
replace technical 
terms 


- Develop with your subordinates lists of familiar terms which 
can be used to replace technical terms. • 


-Discuss new pro- 
cedures and poli- 
cies 


- Discuss new procedures or policies with your subordinates 
so that they know them well enough to write about them con- 
fidently and naturally. , 
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CLOSING 



Topical outline 



Discussion Material 



Further uses of 
the Workbook 



Rules of4*S 
Formula are guides 
which don't elimi- 
nate need for dis- 
cretion, judgment, 
and unceasing effort 



The basic approach 
is-**Try to achieve 
the human touch by 
putting yourself in 
the other fellow's 
place** 



The Workbook is now yours to take with you. As 1 have men- 
tioned before, you may wish to complete the items that we didn'f 
have time to finish during thes« sessions. If you do this and 
wish to discuss your answers, please call on me. 

The Workbook has on pages 11 and 12, a summary of the 4-S 
Formula that we have discussed. You will find it helpful to re- 
view this summary from time to time as a way of appraising 
your writing. The Workbook also has a reminder list on page 13. 
You can place on the left side of this list the roundabout phrases, 
technical terms, long words, etc., that you wish to avoid; on the 
right side you can put the substitutes you wish to use. 

Remember that the rules we discussed as part of the 4-S For- 
mula are not a series of **don'ts** and **nevers'*. They are 
guides. They will help you, but they will not eliminate the need 
for discretion and judgment. The rules will not produce over- 
night changes either. It takes time and unceasing effort to alter 
habits. Don't feel that you must polish and repolish your very 
next letter until it is a shining gem; remember that you must 
also answer letters promptly. You can try to improve your 
letters without taking any longer to write them. 

Above all, remember that the rules themselves depend on a way 
of expressing the genuine interest we all feel in serving vet- 
erans. We can do this by the approach we have stressed in all 
these ses8ions-**TTy to achieve the human touch by putting 
yourself in the other fellow's place.*' This means that for every 
letter you write you must ask yourself the question, **How 
would 1 feel if I received this letter?'* 



This approach is the spark that will keep the machinery of this 
big organization humming the way it should. It will help you put 
to work the rules that we have discussed. They, in turn, will 
make your meetings with the public by letter pleasant for you 
and for the public, and your letters will make friends for the VA. 



Close session 



Close session, (If you plan to hold addi t ional sessions for 
practice meetings on letters, tmke necessary announcements 
and arrangements. See Appendix V-B for su^^est ions for prac- 
tice meet inf^s, ) 



APPENDIX V- A 
(TG 5-13) 



DEMONSTRATION 



INSTRUCTIONS 



There are three participants , a visitor , a Personnel Officer , and your- 
self. If possible, the visitor and the Personnel Officer should not be 
members of the training group. As indicated in the dialogue below you 
compare the Personnel Officer's spoken words with his correspondence 
style by displaying the statement as he would have written it in a letter. 
These statements for display should be prepared in advance by using a 
chart pad, flip chart, flannel board, or ether suitable device. 



DIALOGUE 



Instructor: In this demonstration we have a Personnel Officer. (Gestures to 

Personnel Officer seated at a table.) He will give some infor- 
mation to a visitor. He does this very well. He has a friendly, 
pleasant manner, and he speaks clearly and simply. Somehow 
a change comes over this man when he writes a letter. He falls 
into many of the traps that we have discussed. 1 will compare 
his two styles for you during the demonstration. 

Visitor: (Enters through door and looks around.) 

Personnel Officer:^ Hello. Come right in. What can 1 do for you? 

Visitor: (Sits in chair beside table.) My name is John Jackson. I mailed 

an application to you on January 6. 

Personnel Officer: Just a second, Mr. Jackson, and 1*11 get your application. (Pre- 
tends to look through a file.) Yes, here it is. 



Instructor : 



That's the way he says it, but here's the way he writes it. (Dis- 
play and read the following:) 



Reference is made to your inquiry of 
this date concerning the status of your 
application for employment, dated Jan- 
uary 6, 1956. 



Visitor: 



Could you tell me what happened to the application? 



Personnel Officer: Certainly. You were rated as qualified for Gadget Analyst, GS-5, 
and we're holding your application so we can consider it when an 
opening occurs. 



Instructor: 



But look what happens in a letter. (Display and read the follow- 
ing:) 



The records of this office indicate that 
said application has been rated as 
eligible for the position of Gadget 
Analyst, GS-5, and has been placed in 
the applicant file. 



Visitor: 

Personnel Officer: 



What happens when an opening occurs? 

Well, for this particular job we would send the applications of the 
qualified persons to the supervisor who has the vacancy to fill, 
and he would select the one he thinks can do the best job. 
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APPENDIX V-A (ConUnued) 
(TG 5-13) 



Instructor: 



Visitor: 



This is the way thathe writes it. (Display and read the following:) 



As vacancies arise applications will 
be referred for consideration. 



Can you tell me what my chances are of getting a job? 



Personnel Officer: I*m afraid I can*t give you a very specific idea right now, Mr. 

Jackson. We have our full quota of Gadget Analysts on duty, and 
it will depend mainly on whether one of them should leave us. 
(Shrugs in an indeterminate manner.) 



Instructor: 



But when he takes his pen in hand, this happens. (Display and 
read the following:) 



It is not possible at this time to make 
an estimate concerning the possibili- 
ties of selection. 



Visitor: You*II let me know if anything happens, won*t you? 

Personnel Officer: Surely. We*II be very glad to do that. 



Instructor; 



In a letter this comes out a little differently. (Display and read 
the following:) 



Should the continj^uncy of considera- 
tion eventuate you will be appropriately 
notified. 



Personnel Officer: I'm sorry I can't give you anything more definite, Mr. Jackson. 

A little later, I may be able to give you a better idea of your 
prospects. 



Instructor; 



Compare this with the letter version. (Display and read the fol- 
lowing:) 



It is regretted that this office is unable 
to furnish more specific information 
at the present time. 



Visitor: 



Well, I suppose you can't give me any more information than you 
have. Thank you very much. (Shakes hands with Personnel Of- 
ficer.) 



Personnel Officer: Glad to have met you, Mr. Jackson* If you'd like to give me a 
ring in about three weeks » I'll be glad to let you know what the 
situation is then. 



DISCUSSION 



After the demonstration is completed conduct a brief discussion. Bring out the fol- 
lowing points through questioning: 

1. When we talk to people it is much easier to use a warm, friendly tone than it is 
when we write to them. 

2* We don't - and shouldn't - write exactly the way we talk* When we talk we do such 
things as using incomplete sentences and substituting a gesture for a word. (You 
can point out examples in the demonstration.) 

3. We should, however, try to get into our letters the warmth and friendliness of our 
face-to-face conversations. 



ERIC 
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APPENDIX V-B 
(TG 5-13) 



PRACTICE SESSIONS 



When additional sessions are used, it is most effective to select local examples. Review 
recent correspondence, choose letters which can be improved, and change or delete names 
to protect the guilty. Then turn the group loose on them. RerAember that there is no one 
best way of revising these letters. Remember also that the object is not to convert them 
to perfect letters, but to improve them. 

If for some reason, you don*t wish to use local examples, here are some ready examples 
taken from VA sources. They relate to particular functions, but even without specialized 
knowledge much can be done with them. 

Example 1 

The official records relating to your service received from the service department, 
together with the other evidence in your claims file, have been very carefully con- 
sidered but as it is not shown that you now have a disease or injury incurred in serv- 
ice in line of duty, or one that has been aggravated thereby, to a 10% or more degree, 
as required by law before disability pension may be paid, it has become necessary to 
enter a disallowance of your claim. 

Example 2 

Veterans Administration regulations provide that in those cases of veterans who have 
been approved for training under the provisions of Public Law 16 and are currently in 
a discontinued status and subsequently make an application for approval for training 
under the provisions of Public Law 346 and it is shown by the evidence in the veteran*8 
file that because of his disability the contemplated training under provisions of Public 
Law .346 will not contribute materially to his restoration of employability his appli- 
cation should be denied. 

Example 3 

If after you have contacted the above associations you find that they will not favorably 
consider making you the loan and if you are in a position to furnish the required down 
payment plus an amount equal to 10% of the estimated cost of construction which in 
construction loan cases must be placed in escrow to assure payment of the construc- 
tion cost should any contingencies arise such as increased costs of materials and 
labor, you may then write us a letter requesting an application for a direct loan and 
submit therewith any letters of rejection which you may have received from private 
institutions. 

Example 4 

1. Award account cards pertaining to the case of the above-named veteran were for- 
warded to your office on February 27, 1950. 

2. This office has been advised that check No. 55,123,936, dated February 28, 19S0, 
in the amount of $50.00, issued in favor of the veteran was cancelled on March 16, 
1?50, under Schedule Number 3029-1959. 

3. This information is forwarded for the completion of your records. 
Example 5 

1. The award account card pertaining to the case of i.ne above veteran was recently 
received in this office. 

2. A notation on the award card indicates an adjustment was made by your office for 
the period December 7, 1949 through May 31, 1950, in the amount of $348.00. 

3. It is requested that this office be advised as to the date and number of the check 
issued to cover this adjustlXL^At. 
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APPENDIX V-B (Continued) 
(TG 5-13) 



Example o 

Receipt is acknowledged of Forms 572 indicating your new address. However, the 
Veterans Administration requires the personal signature of oach payee over his or 
her request for change of address; therefore, itis requested that each of you sign one 
of the enclosed Forms 572 and return them to this office. 

Compensation and Insurance payments will be suspended pending the return of these 
forms. 

Eixampl e 7 

With reference to your application for vocational rehabilitation under Public Law^6, 
you are advised that you have been placed in status "Training Declined" for the rea- 
son that you have declined induction into training. 

If at some future date you reapply for induction into training under Public Law 16, 
this is to inform you that if your disability rating has been reduced to less than a 
compensable degree or even if your disability rating has not been reduced to less 
then a compensable degree but you are informed that you are found not in need of 
vocational rehabilitation, you will no longer be entitled to training under Public Law 16. 
The termination date for Public Law 16 training is July 25, 1956, for most veterans. 

Example 8 

Your application for a course of education or training under the provisions of Public 
Law 550 has been received. 

It is necessary to refer your application to the Veterans Benefits Office, Veterans 
Administration, Washington, D. C., for final determination, since the place of train- 
ing selected by you is outside the continental limits of the United States. 

You are hereby advised to make no personal commitments with respect to your pro- 
posed course until your application therefor has been approved by the Veterans Ad- 
ministration. 



ERIC Clesrinehouse 

JULl 11973 
on Adult Education 
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231820 



Supplement to 
TRAINING GUIDE 5-13 



WORKBOOK 



for 



YOU MEET THE PUBUC BY LETTER 



Veterans Administ ration » Washington ZS, B. C. 



EXAMPLE 1 



Original 

If you want a refund, please complete the encloied application form. Request for Refur.d, 
over your signature, and return it to this office at the above address. 

Revised 

If you want a refund, please complete and return the enclosed form. 
EXERCISE 1 - AVOID NEEDLESS WORDS AND NEEDLESS INFORMATION* 

NOT WORDY BUT TRIMMED DOWN 

1. It is directed that you don't 

give up the ship. . 

2. We are attaching hereto 

3. There is enclosed for your , 

information 

4. It is desired to invite your 

attention to 

5. I wis^ ♦o assure (inform) 

(advise) that 

6. It should be noted that 

7. I have before me your letter 

of 

8. I should like at this time , 

to state 

9. duly received 

10. far-reaching character 

11. ];h degree of perfection 

12. «^e to recommend 

13. again in the future 

14. still continues 

15. strict compliance 

It. is presently employed 

17. We are in receipt of 

18. Please arrange to return 

19. We arr not in a position 

to . ... 

20. We V ill ice steps to 

21. anticipate ahead 

22. ask the question 



EXERCISE 1 (Contimied ) 



NOT WORDY BUT TRIM I : ED DOWN 

23. cooperate together 

24. many in number 



25. neceiiary essential! 

26. repeat again 

27. strict accuracy 

28. very latest 

EXAMPLE 2 

Original 

This is in reply to your letter of August H, 1955, in which you requested a copy of the 
publication entitled, "The Crafts«.«anship of Letterwritlng/* We are sorry to tell you that 
we have no more copies of this publication, which is out of print. 

Information is also requested in your letter as to the approximate publication date of the 
stenographer's manual. This manual will be published in the late fall. We shall sen^ you 
a copy as soon as it is ready. 

Rev ised 

We regret that ''The Craftsmanship of Letterwriting'* is out of print. 

We will send you the stenographer** manual when it is published in the late fall. 

EXERCISE 2 - DON'T REPEAT WHAT IS SAID IN A LETTER YOU RECEIVi:; 

DON^T REHASH GET TO THE POINT 

1. Reference is made to your letter of 

September 10, 1955, in which you re- " 
quested a c^py of^ . The ~ 

desired copy is enclosed. I 

2. Receipt is acknowledged of your letter 

of April 12, 1955, and we are enclosing ^ 

application for outpatient dental care 

which please fill out and return to this ^ 

office in orHer that we may have the . 

necessary information to request your ^ 

dental records and secure a dental 

rating. ^ ^ 

3. Reference is made to your letter of 

July 3, 1955, submitting suggestions for ^ ^ 

improving the publication, VA Pamph- . 

let After due consideration and 

careful review a number of the sug- , 

gestions are being adopted. . 

4. Reference is made to your letter dated 

March 9, 1955, copy enclosed, request- . 

ing a certified copy of letters of admin- 

istration in connection with the estate 

of William Henry French. 



Enclosed is the requested document in 
compliance with your request. 



EXERCgE 2 (Contintted 

DON*T REHASH GET TO THE POINT 

5. This is in reference to your letter of 

June 17, 1954, in which you express 

your opinion regarding the difficulties 

you are encountering because of pre- 

vailing economic conditions. 

6. Reference, is made to your letter da d 

March 14, 1950, copy enclosed. 

The account of Carl Allen Wetzel is now ~ 
located at this office. H^ZZ 

The veteran died February 18, 1950. ~ 

EXAMPLE 3 

The Finance Officer spoke to me in regard to (about, concerning) your proposal to reduce 
the clerical cost in connection with (of) auditing vouchers. 

On a few occasions (occasionally) we had trouble getting train reservations, but i n the 
majority of instances (usually) we reached the field stations in time to begin conference at 
9 a. m. 

Please tell us how many man-hours are spent in connection with auditing vouchers. 
EXERCISE 3 - BEWARE OF ROUNDABOUT PREP081TI0NAJ, PHRASES 

INSTEAD OF A PHRASE USE A WORD 

1. with regard to 

2. on the part of 

3. with reference to 

4. in view of 

5. in the event of 

6. 'n order to . 

7. on behalf of , 

8. in accordance with 

9. by means of 

10. in the case of 

11. in the matter of 

12. for the purpose of _^ 

EXERCISE 4 ■ WATCH OUT FOR NOUNS ANi. ADJECTIVES THAT DERIVE FROM VERBS 

NOT THIS BUT THIS 

1 . hold a meeting 

2. take action on 

3. has a tendency to . 



EXERCISE 4 (Coatlnued) 

NOT THIS BUT THIS 

4. is negligent in 

5. make a reply 

6. gives his answer to 

EXERCISE 5 - REPLACE TECHNICAL, SPx^ .lAUZED OR UNFAMILIAR TERMS WITH 
SIMPLE, EVERYDAY LANGUAGE 

NOT THIS BUT THIS 

1. pursuant to our agreement 

2. hold in abeyance 

3. interrogate the claimant 

4. be cognizant of 

5. such agreement 

6. said application 
?• per your request 

8. subsequent to 

In addition to •^hereto'* and "therein" list others of the •'here and "there 

family that can be thrown away. 



EXAMPLE 4 



Original 

Yoi> are eligible with a numerical rating of 85. You have been placed on the register and 
will be certitied when within reach. 

Revised 

You received a mark of 85 and have been placed on the list of those who passed the exami- 
nation. Names will be sent to fill jobs beginning with those who received the highest mark 
and so on down the list. 



EXERCISE 6 - USE SHORT WORDS 

NOT KING SIZE BUT REGULAR SIZE NOT KING SIZE BUT REGULAR SIZE 

accomplished 
accumulate 
acquaint 
ameliorate 
approximately 
ascertain 
assistance 
commence 
commitmeat 
c onnmunication 
contribute 
demonstrate 
determine 
develop 
endeavor 
equivalent 
evacuate 
expedite 
furnish 
inadvertency 
indicate 
initiate 

EXERCISE 7 - USE SHORT SENTENCES 

Edit the following items and shorten the sentences: 

1. Morale is both an individual and a group possession, each interacting upon the other, 
and it would be difficult, for example, to maintain a high group morale among individuals 
who were harassed by personal worries. Studies in the field of industrial personnel 
show tlUt^t failure during work hours may be due to conditions of a personal nature and 
wholly unrelated to occupation, but, on the other hand» a group morale may help tide 
over an individual who is perplexed and distressed by personal matters. 

2. The content of top-level supervision has been changing over the past twenty-five years 
iitasmuch as the trend is to delegate more authority to line supervisors allowing execu- 
tives to use their time for planni*^.g and directing. 

3. Although these pamphlets have been prepared to help a veteran in his interview with an 
employer^ because we could not foresee the demand they are not available in quantity 
at present^ but we will be glad to reprint additional copies if enough veterans ask for 
them. 

4. It is requested that all Forms r«0-XX in use at the present time be destroyed after 
receiving revised Forms 20-XX. 

EXAMPLE S 

a. Rogers only came to the office on Tuesday. 

b. Rogers came to the office only on Tuesday. 

c. Rogers came to the office on Tuesday only. 

EXERCISE 8 - BE COMPACT. DOITT SEPARATE CLOSELY RELATED PARTS OF SEN- 
TENCES 

CONFUSED BETTER 
Boil them down, shortening the sentence as well as simplifying it. 

1. Mr. Harris^ who is the attorney for the 

defendant, said he would appeal. 
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limited 

locality 

locate 

materialize 

modification 

numerous 

objective 

possess 

practically 

proceed 

procure 

promulgate 

regarding 

respecting 

secure 

submitted 

substantial 

sufficient 

terminate 

utilize 

verification 

visitation 



EXERCISE 8 (Continued) 



CONFUSED BETTER 

2. The delay in answering your letter, 

which is to be regretted , was not be- 

cause of our lack of interest. 



Keep the key verb near s subject and object or within easy reading distance. 

3. Applications from handicappei persons 

in the nearby cities were also accepted. 

4. The supervisor believed, as did mem- 
bers of his staff during the rush sea- 

son, that it was necessary to work 

overtime. 



Don't try to say too much in one sentence. (Make a new sentence out of che moi xfier.) 

5. When a disability annuitant recovers, 

his annuity is continued for a 'period 

not exceeding one year, provided he is 

not reemployed by the Government dur- 

ing this period, in order to give him 

an opportunity to find a position* 

Keep an unmistakable relationship between the modifier and the modified* 

6. Historians may be cheated of many 

valuable papers by hiding them in file . 

cabinets* 



7* The enclosed booklet explains what the 

family should do ^ hen the worker dies . 

to collect insurance. ^ 

EXAMPL E 6 

Suburbia has many recreational facilities. Two parks provide picnic areas and scenic at- 
tractions. A swimming pool, golf course, and many tennis courts are located within the 
city. Several fine fishing lakes and streams are nearby* Game is plentiful in the surround* 
ing forest areas* 

EXAMPLE 7 

The report ^of the committee has been received. The chairman of this committee is 
Mr* Judson, whose judgment is very sound* He tells me that the plans for our building are 
well drawn. They may require some changes because of a reduced budget. This should 
net take long, 

EXERCiiE 9 - GUIDEPOSTS 

EXCEPTIONS - Guideposts signifying an exception to what has been said or implied: 

The question was easy; but ( ) none of us 

knew the answers. 

CAUSE OK EFFECT - Guideposts putting the re£.der on notice that the new thou^'it states 
the cause or effect of what has just been said: 

We :ound no Federal codes to govern these cases; thus { 

) the State laws along must decide them* 
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EXERCISE 9 ^Ccmtlnued) 



TIME OR PLACE - Guideposts telling the reader where he is in order of what has gone 
before: 

The property was first appraised. Next 



.) the question of ownership was settled. 

ADDITIONS - Guideposts warning the reader that more is to Le added to the thought in the 
last seiitehce: 

The letter is too long; besides ( ) 

look at the misspelled words. 

EXERCISE 10 - USE CONCRETE, SPECIFIC WORDS 

VAGUE MORE PRECISE 

1 . I am of the opinion 

2. Your interesting letter , 

3. It was nice of you 

4. Experience has indicated ^ 

5. Instances of disease are infrequent. 



6. Our turnover compares favorably with 

the government average. 

*<. Your application is under consideration . 

8. We shall appreciate your giving this 

matter your attention. 

EXAMPLES 

ACTIVE 



Jenny kissed me when we met 

Jumping from the chair she sat in 
Time you thief, who love to get 

Sweets into your list, put that in: 
Say I*m weary, s^y I*m sad 

Say that health and wealth have missed me 
Say I*m growing old* but add 

Jenny kissed me. 

PASSIVE 

I was kissed by Jenny when we met 

Jumping from the chair she sat in 
Time you thief, who love to get 

Swee^3 into your list, put that in: 
Say I'm weary, say I'm sad 

Say that health and wealth have missed me 
Say I'm growing old» but add 

I was kissed by Jenny. 



EXERCISE 11 - USE MORE ACTIVE VERBS 

NOT PASSIVE BUT ACTIVE 



1. The meeting was attendedby Mr. Jones. 

2. The lower court*s decision was upheld 
by the Supreme Court. 

3. Your letter was read by the manager. 

4. Your application was approved by this 
office. 



5. It is believed by this office that < 

6. It is understood that 

7. It is desired that we receive . 



8. An immediate reply would be appre- 

ciated by this office* 

9. The question was raised by you. : 

EXAMPLE 9 

Passive verbs are useful: 

1. When the doer or the action is less important than the receiver. 

Mr. Smith*s oldest child is called John. (Here the receiver cf the action^ "The 
oldest child** is more important than the doer '*Mr. Smith.**) 

2. When needed emphasis is gained by putting the name of the act or of the doer at the 
end of the sentence. 

Divorce laws are enacted by the States. (This wording emphasizes the fact that 
the laws are not Federal.) 

3. When the doer is not known or may not be named. 

Much has been said for and against the Taft-Hartley Act. 
lOC AMPLE 10 

DON*T BEAT AROUND THE BUSH GET TO THE POINT 

This is in reference to your application Your appHcation for has been ap-> 

for proved. You will receive (amount and kind 

of payment) beginning (date). 

Public La w p rovides (you then quote 

the law to show*who is eligible for what and (Now. if you add anything, your reader will 
in what amount). be patient. By getting to the point you will 

be more likely to limit the additionail infor- 
(And at last you say.) In accordance with mation to that needed by your reader*) 
the above your application has been ap- 
proved for paymenls in the amount of 
$ « effective 
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EXERCISE 12 - DON'T HEDGE 

In addition to **normally" and "ordinarily" write down other hedge words. 



EXERCISE 13 > BE HUMAN 

NOT IMPERSONAL BUT HUMAN 
!• The applicant muBt file application by 



2* The above*ixamed veteran*s account is 
now located at this office* 



3. Mr. Young*s dependent * 

^- It is suggested by this office . 

5* The personal rignature of each payee 

is required, 

6» It is believed by th» ..-rsigned .... 

EXERCISE 14 > ADF MISTAKES 

a. ^ 

Please disregard the notice forwarded to you on April 1, 1954. The records of this 
office indicate that your account is in good order* 

b. . 

It has come to the attention of our Accounts Division that the notice forwarded to 
you on April 1, 1954, was in error. A check reveals that your account is in good 
order. 

c. 



During a recent review of accounts it was discovered that you ware notifie^^ on 
April 1, 1954, of an outstanding shortage on your account of $25.00, whereas the 
accoiuit is, in fact, in good order. 

It will be appreci:>>d that the large volume of work with which this office is con- 
fronted and the current personnel shortage, render it virtually impossible to com- 
pletely eliminate small errors of this nature, particularly those originating because 
of a similarity in names- This office wishes to assure you, however, that every 
effort is being made to give the best possible service and to prevent the recurrence 
of errors. 

d. 



We made a mistake in notifying you on April 1, 1954, that your account was overdue 
$25.00. Our notice must have bee confusing to you, because you have always been 
prompt with your payments. The lact is that your account is in good standing with 
no payment due until July 1, 1954. 
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EXERCISE 14 (Continued) 



Please accept our apology and our assurance that we will be more careful in the 
future. 

EXAMPLE 11 

I want to know what you are doing travelling on this road. You scare all the buffalo away. 
I want to hunt in this place. I want you to turn back from here. If you don't I will fight you 
again. I want you to leave what you have got here and turn back from here. 

I am your friend 

SITTING BULL 

I mean all the rations you have got and some powder. Wish you would write as soon as 
you can. 

EXAMPLE 12 

1. You deserve no consideration. 

Your misunderstanding of our pn'icy prompts your accusation that .... 
Mr. Doe, whom you reconunend. is not qualified. 

Do you actually mean it when you say 

You misunderstood our letter. 

You will send us this information without fail by 

We do not wish to comply with your request for 

Your undated letter 

We exceedingly regret the necessity of calling your attention to 

You will und'^rstand after further thought that we cannot 

We muut t*ll you that you may defer payment until 

Your letter was addressed to the wrong office. We do not employ geologists. 
You ciaim that you did not receive the application. 



2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 

11. 
12. 
13. 
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THE 4-S FORMULA 

L SHORTNESS 

!♦ Avoid needless words and needless information* 

2* Don*t make a habit of repeating what is said in a letter you answer* 

a* Begin easily and naturally without repeating the questions in the letter* 
b. If you do want to refer to the lett#»r-- 

(1) Reler to the inquiry by its date only* 

(2) Make the inquiry the Subject of the opening sentence* 

(3) Refer to the inquiry indj'-ectly* 

3* Beware of roundabout prepositional phrases* 

4. Watch out for nouns and adjectives that derive from verbs* 

5. Don*t qualify your statements with irrelevant *'ifo''* 

a snfpucrrY 

1* Know your subject well so thai you can discuss it confidently and naturally* 
a* Study* 

b* Replace technical* specialized, or unfamiliar terms with simple everyday 
language* 

c* Explain, define, or use exa^iples* 

d* Pon*t quote gobs of laws, regulations and instructions* 
2* Use short words, short sentences* and short paragraphs* 
3* Be compact* Don*t separate closely related parts of sentences* 
4* Tie your thoughts together by-- 

a* Parallel construction* 

b* Echo words, and 

c* Guideposts* 
STTRENGTH 

1* Use concrete^ specific words* 
2* Use more active verbs* 

3. Don't explain your answer before giving it* Give answers; then explain if neces- 
sary* 

4. Don*t hedge* 



11 



THE 4-S FORMULA (Cootintted) 



IV. SINCERITT 

1* Be human* 

a* Use personal pronouns* 

b* Use the proper names of the people you write about* 
c* Use names that stand for human beings* 
d* Avoid the impersonal passive* 
2* Admit mistakes* 

a* Don*t ignore mistakes* 
b* Don*t cover up mistakes* 

c* Don't try to remedy mistakes with meaningless words* 
3* Don*t overwhelm your reader with intensive s and emphatic s* 
4* Strive for a courteous and friendly tone* 



.-^^ — r 



IS 



REMINDER LIST 

All of US have al. least a few habits which arc contrary to the 4-S Formula. We njay be 
fond of certain technical terms, long wordn, awkward phrases, etc* We may know that 
they need improving, but force of habitkeeps us from doing much thinking about substitutes* 

Here is a method which may help* When you spot such words and phrases in your letters, 
write them on the left side of this reminder list under **I don^t want to use Uiis!** Think 
of better words and phrases and write them on the right side under **I do want to use this 
Review your list occasionally to ni^^e sure you are using the substitutes* 



I DON'T WANT TO USE THIS! I DO WANT TO USE THIS! 



ERLC 



(Need more space? Add pages Siid keep going*) 
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APPENDIX I*A 
(TG 5-13) 



H. O. #1 



DEMONSTRATIC ^ NO. 1 



INSTRUCTIONS 

The instructor icti at comir.cnt*tor for the dcmonitration. There are alto required 
three participanti--the inforznation clerk, a man; the firit viiitor, a man; and the second 
visitor, a girl. If possible, the three participants should not be members of the training 
group. It is desirable that the participants have some acting ability and that they memo- 
rize the dialogue. This is particularly true for the information clerk and the first visitor. 
If circumstances do not permit memorization, each participant should have a copy of this 
handout. 



DIALOGUE 



1. Instructor: 



2. Information Clerk: 



3. Instruct r: 

4. First Visitor: 

5. Information Clerk: 

6. First Visitor: 

7. Information Clerk: 

8. First Visitor: 

9. Information Clerk: 
10. First Vif itor: 



This demonstration uses the **wrong~way Murphy" technique. 
Murphy is a fictitious character who was used in trainin., films to 
demonstrate the wrong way of doing things. Let's observe the 
information clerk in this demonstration and figure out what he is 
doing wrong no we can discass later what the correct way is« 

This clerk doesn't work for the VA. As a matter of fact I hope 
he doesn't work for anybody. Any resemblance to actual persons, 
living or dead, in too horrible to think about. 

For this reason the demonstration describes an imaginary situa- 
tion in the Office of Space Travel Research. Now that Tve pre- 
pared you, let's proceed; (Goes to door and calls) Mr. Clerk, 
won't you come in please 

(Enters ; oom. He isn't badly dressed, but is quite untidy. His 
hair is rumpled, his tie is askew, and he is generally disheveled. 
He smiles at the instructor and then glowers at the group.) Not a 
very intelligent looking bunch, is it? (Goes over and sits at table. 
Starts Shuffling through pile of papers.) 

Next we have a visitor. He has a problem and to him it is a vex- 
ing one. He has been having trouble cinding the person who can 
help, so he is somewhat disturbed. (Opens door or gives some 
other prearranged signal and then sits down with the group.) 

(Enters with worried look. He calls to the Information Clerk.) Is 
this the place where I can get information? 

(Without looking up.) Yeh. 

(Crosses over and stands beside the table of th^ information clerk 
who continues to shuffle papers. After a while First Visitor Bits 
down and coughs to attract attention.) 

(Looks up irritably.) Keep your shirt on. I'm getting to you. 
(Shuffles papers a frw seconds more*) OK. Whadda you want? 

My name is Richard Roe. This is about something that Tve given 
a lot of thought. Finally, I decided to do something about it. 

(While First Visitor speaks. Clerk resumes shuffling papers.) 
Whadta say? 

I s.-^id I finally decided to do something about it. It's a very diffi- 
cult thing. 
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H. O. #1 

11. Information Clerk: 

12. First Visitor: 

13. Information Clerk: 

14. First Vis*tor: 

15. Information Clerk: 

16. First Visitor: 

17. Information Clerk: 

18. First Visitor: 

19. Information Clerk: 

20. First Visitor: 

21. Information Clerk: 

22. First Visitor: 

23. Information Clerk: 

24. Second Visitor: 

25. Information Clerk: 

26. Second Visitor: 

27. First Visitor: 

28. Information Clerk: 

29. First Visitor: 

30. Information Clerk: 

31. First Visitor: 

32. Information Clerk: 

33. First Visitor: 

34. Information Clerk: 



APPENDIX I-A (Continued) 
(TG 5-13) 

They alwr«ys are. 

Well, 1 figured lhat Vm single and I have no dependents, so whv 
not ? ^ 

So why not what? Get to the points will you. 

You're a civil servant aren't you? 

Yes. 

Well, how about some civil service? 

Look at him: He*s a comedian too. 

YouM feel differently if our positions were reversed. 

Wf U, they're not. So don't worry i^bout that. 

Well, 1 can't get any courtesy, so I might as well tell you what I 
want and get it over with. I want to apply to be a crew member 
for the first space ship. 

Space ship? They're not accepting applications yet. It will be 
annout:ced in the papers. 

It was in yesterda '*'«» rapers. Don't you know about it? 

(Pauses a second and pv.lls out a paper) Oh, yeah. Here it is. 
They're accepting applications beginning today. 

(The second visitor, a young girl, enters and walks up to table.) 
Hello, Jimmy darling, you said I could get those papers without 
waiting. 

Sure thing, honey. (Hands her some papers) Fill these out and 
bring them back to me. 

Thanks, Jimmy darling. (Leaves) 

(Sarcastically) How about me, Jimmy darling? 

(Turns his gaze away from departing girl.) Oh, yeah. You're a 
675. 

A wVich ? 

You fill out these papers. It says here you take an exam to see if 
your reactions are OK by testing for spatial perception, psy- 
chomotor coordination, visual acuity, and mechanical aptitude. 

What does that mean in English? 

Search me 1 didn't write it. 

Where do 1 take theae when I get them filled out? 

On the next floor. They do something with them ujrthvVe. They'll 
tell yon where to take them. 



35. First Visitor: 



Are they pretty strict? What are the chances? 
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APPENDIX I-A (ConUnw 
(TG 5-13) 



H. 0. #1 



36. Information Clerk: 

37. FiiTit Vititor: 

38. Information Clerk: 

39. Firit Vititor: 

40. Information Clerk: 

41. First Vititor: 

42. Information CIer^: 

43. Instructor: 

44. Information Clerk: 



They're supposed to tell you that upstairs, but every screwball in 
town is applying, and I don't think you've got a char. *e. 

Would it help if vou looked over ^.\y papl^rs when 1 get tnem filled 
out? 

I've got other things to do. I've given you too much time s^lrcady. 

Yeah! Well U'c a good thing you're not in business. You wouldn't 
get my trade. 

It's tough Mac, but it just so happens that there's no other place 
for you to take your business. 

Let me tell you — I pay your salary. Buddy. Some outfit this is. 
You haven't heard the last of this yet. (Stamps angrily out of the 
room.) 

(Walks over to door.) 

(Stands up and says; Thi^nk you, Mr. Clerk, / >r showing v« how 
you represent your agency* 

Represent? 1 just work here. I'm going to lunch now. (As he 
exits says) How about ths nerve of thai 675? Some people just 
don't have any courtesy, 



APPENDIX n-A 
(TG 5-13) 



H. O. #2 



WHAT IS MY TELEPHONE LQ.? * 

For each of the following items place a check in the column which applies: 



1. 1 answer telephone calls promptly (at the end of 
the first ring» if possible)* 



2. 1 tave a pad and pencil ready for making notes* 

3. 1 rse identifying phrases at the beginning of all 
calls, incoming and outgoing* giving my name and, 
as appropriate, my office* - — 



4. 1 epeak directly into the telephone mouthpiece, not 
ovei nor under it.— — — • — 



5. 1 speak c early and naturally, without mumbling or 
shouting.^ 



o. 1 end c.-\ll8 courteously and with a definite indica- 
tion tha'v the conversation is finished* - — 



7. I hang up the telephone gently* 

8. When it is necessary to leave the line, 1 give the 
caller a choice of waiting or being called back* 



9. After leaving the line, i come back and explain 
waits if it takes longer than expected* 



10. I avoid transferring calls whenever possible. How- 
ever, if I must transfer a call, I transfer it to the 
person who I know can satisfy the caller* 

11. Before transferring a call 1 give complete infor- 
mation to the caller* 



12. 1 plan conversations in advance, keeping th^m 
brief and business like without sacrificing friend- 
liness and courtesy*--— — ---- — — 



13. After dialing 1 allow time to answer. (About ten 
rings or a full minute.) — — — — • 



14. 1 apologize when getting a wrong number* 



15. When placing a call 1 am ready to talk when the 
person called answers.- — 

16. If my conversation is likely to be lengthy^ 1 ask if 
it is convenient to talk. 



17. I keep and use an up-to-date list of frequently 
called numbers* — - — ---------- 



Always 


Usually 


Rarely 
or Never 









































































































♦ This quiz is adapted by permission from one prepared by the Chesapeake and Potomac 
Telephone Company. 



SI 



H. O. #2 



APPENDIX n-A (Continued) 
(TG 5-13) 



18. I return promptly all calls received in my absence* 

19. The tone of my voice reflects a reasonably pleas- 
ing personality*----- — ^- --^--^ 



20. I try to remedy the lack of face-to-face contact by 
generous use of phrases such as **Thank you*\ 
''Please^', **Would you mind? **ril be glad to.*' 

21. I use the names of the persons with whom I speak* 

22* I avoid trite expressions which might make my 
speech sound mechanical and stereotyped* — 



23. I supply information willingly and don*t force 
callers to pry it out of me* 



24. When I return to the line, I first attract the atten- 
tion of the other person by some introductory re- 
mark, such as, "I have that information now," 



25* I keep in mind that to the caller my voice may be 
the VA - - 



TOTAL 



Always 


Usually 


Rarely 
or Never 

























































To find your Telephone I.Q. 

1* Total the* number of checks in the "Rarely or Never** column and multiply by 4, 
2* Total the number of checks in the ''Usually** column and multiply by 2, 
3* Add the two sums, 

4* Deduct that figure from 100* This is your I*Q. 



MY TELEPHONE LQ*, IS: 



A score of 80 would indicate reasonably good telephone service on your part - but continue 
to strive for 100 as an objective. 
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APPENDIX n-B 
(TG 5-13) 



n. O. #3 



DEMONSTRATIONS FOR MEETING THE PUBLIC BY TELEPHONE 



msTRUcncms 

Two people are needed for these demonstrations - Miss Russell, a secretary, and 
Mr. Green, a caller. It is preferable that the persons chosen for the demonstrations 
not be members of the training group. The following equipment is needed: 2 dummy 
telephones, a small bell. After each demonstration pause for analysis as described 
elsewhere in this training guide. 

Demonstration No. 1 

Mr. Green: (Dials number and rings twice.) 

Miss Russell: (Is working as the phone rings. Puts pencil aside at first ring and 
answers phone during the second ring.) 

Miss Russell: Records Division, Miss Russell. 

Mr. Green: May I speak with Mr. Young? 

Miss Russell: May I tell him who is calling ? 

Mr. Green: This is Mr. Green. , 

Miss Russell: Just a moment, Mr. Green. 



Demonstration No. 2 

Mr* Green: (Dials number and rings twice.) 

Miss Russell: (Is working as the phone rings. Puts pencil aside at first ring and 
answers phone during the second ring.) 

Miss Russell: Records Division, Miss Russell. 

Mr. Green: May I speak. with Mr. Young? 

Miss Russell: Mr. Young is out of the building and will be back at 10 o^clock. May I 
ask him to call you then ... or perhaps I could help you. 

Mr. Green: Perhaps you can. My name is Green and I would like to know if you 
have any records on the old Laredo building and how long would it take 
to get copies made. 

Miss Russell: Yes, Mr. Green, we have some records, but it will take about half a 
minute to figure out how long it would ta<e to get copies made. Would 
you like to wait or would you prefer to have me call you back? 

Mr. Green: Td like to wait, please. 

Miss Russell: Surely, will you excuse me a moment please? (She pauses a second 
and lays the receiver down gently. Then she takes pad and pencil at 
her right hand, opens a book on her desk, and starts to calculate. 
After half a minute she picks up the receiver.) 

Mr. Green, this will take a little bit longer than I expected- -about 
another half a minute. Would you like to wait? 

Mr. Green: Yes, I would. 



erJc f 
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APPENDIX n-B (ConUnued) 
(TG 5-13) 



Demonstration No* Z (continued) 

Miss Russell: All right sir. (Completes calculations and picks up the receiver.) 

Thank you for waiting, Mr. Green. It will take two weeks to prepare 
the records you want. Would you like that done? 



Mr. Green: 

Miss Russell: You*re welcome. Goodbye. (Hangs up receiver gently.) 



No. For the moment I wanted to know the time involved. Thank you 
very much for /our help. Goodbye. 



Demonstration No. 3 

Mr. Green: (Dials number and rings twice.) 

Miss Russell: (Is working as the phone rings* Puts pencil aside at first ring and 
answers phone during the second ring.) 

Miss Russell: Records Di-.a^'or*, Mi^^ Russell. 

Mr. Green: May I speak with Mr. Young? 

Miss Russell: Mr. Young is in a meeting right now. I expect him back in an hour. 

Aiay I ask him to call you then ... or perhaps I could help you. 

Mr. Green: This is something that requires my sp'iaking to Mr. Young. Would 
you ask him to call me? 

Miss Russell: I*d be glad to, sir. (Takes up pencil ani pad of SF 63.) May I have 
your name? 

Mr. Green: Green, and I*m on extension 2062. 

Miss Russell: That's Mr. Green on extension 2062. Did you want me to give him any 
particular message, Mr. Green? 

Mr. Green: I don*t believe so. Thank you. Goodbye. 

Miss Russell; You're welcome. Goodbye. (Hangs up receiver gently.) 



erJc 



Demonstration No. 4 

Miss Russell: (Starts to dial a number. She pauses a moment reflectively, then 
looks up a number in a telephone directory. She dials the number and 
rings five times.) 

Mr. Green: (After five rings comes to the table and lifts receiver.) Hello. 

Miss Russell: Good morning. This is Miss Russell. I'm calling for Mr. Young, 
Chief of the Records Division at the Historical Office. May I speak 
to Mr. Green? 

Mr. Green: This is Mr. Green. 

Miss Russell; Mr. Green, Mr. Young asked me to check with you to make sure that 
the meeting in your office attwo o'clock tomorrow is still satisfactory. 

Mr. Green: Yes, that's still satisfactory. 

Miss Russell: Thank you very much. Goodbye. 

Mr. Green: Goodbye. 
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APPENDIX n-B (ConUnued) fi. 0. #3 

(TG 5-13) 

Demonstration No. 5 

Mi8 8 Ruse ell: (Returns to her desk, picks up and reads an SF 63, and dials a num- 
ber.) 

Mr. Green: (Answers phone during second ring.) Hello* 

Miss Russell: Good morning* This is Miss Russell returning Mr* Marshall's call* 
Is Mr. Marshall in? 

Mr. Green: He isn't here. This is Mr. Green from another office. I don't know 
whether I can help you. 

Miss Russell: Would you be kind enough to take a mess age, Mr* Green? Mr* Marshall 
wanted to know if he could visit Mr. Young at the Historical Office at 
Z o*clock tomorrow. Would you tell him that this will be satisfactory* 

Mr. Green: (As he writes*) Mr* Young will see him at 2 o'clock tomorrow at the 
Historical Office. 

Miss Russell: That's right. Mr. Young's Room Number is 110* Incase Mr* Marshall 
wants to call back at any time, the number is Suburbia 3-5162, exten- 
sion 342. 

Mr. Green: (As he writes.) Room 110. Suburbia 3-5162, extension 342* 
Miss Russell: That's correct. Thank you very much, Mr. Green* Goodbye. 
Mr* Green: Goodbye. 
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APPENDIX n-C 
(TG 5-13) 



H. O. #4 



TELEPHONE TIPS 

I. Creating a Favorable Voice Impression. 

1. Position the phone correctly. 

2. Speak clearly and naturally. 

3. Try to develop a friendly and pleasant voice. 

4. Don*t overdo the friendly voice. 

II. Telephone Courtesy. 

1. Ask questions tactfully. 

2. Choose the right words. 

3. Try to be helpful. 

a. Volunteer your help. 

b. Offer to take a message. 

c. Transfer calls only to persons who you know can satisfy the caller. 

4. End calls courteously and with a definite, indication that the conversation is fin* 
ished. 

III. Two- Way Rules. (The following rules apply whether you are receiving or making a 
telephone call. ) 

1. Greet the other person pleasantly. 

2. Identify yourself and, ad appropriate, your office. 

3. Give full attention to the telephone conversation. 

4. Use names. 

5. Give information willingly. 

6. Avoid trite expressions. 

7. Take or leave messages willingly. 

8. Keep your conversation brief and business like. 

9. Hang up the phone gently. 

IV. Receiving Calls. 

1. Answer the phone promptly. 

2. Be prepared to render quick service. (Keep pad and pencil near phone.) 
3« Volunteer your assistance* 

er|c t 3^ 



H. O. #4 APPENDIX H-C (ConUnued) 

(TG 5-13) 

4. When leaving the line, give the caller a choice of waiting or being called back. 

5. Explain waits. 

6. When coming back on the line, make an introductory remark to get the caller's 
attention. 

V. Making Calls. 

1. Be sure of the number you are calling. 

2. Allow time to answer. 

3. Plan your conversation before calling. Be ready to talk when the person called 
answers. 

4. Apologize for mistakes* 

5. Ask if it is convenient to talk, if the call is likely to be lengthy. 

6. Avoid the negative approach when asking for information or seeking assistance. 

7. Return promptly all calls received in your absence. 

PHONE AS YOU WOULD BE PHONED 
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